WORLD INTELLECTUAL PROPERTY ORGANIZATION 
International Bureau 




PCT 

INTERNATIONAL APPLICATION PUBLISHED UNDER THE PATENT COOPERATION TREATY (PCT) 



(51) International Patent Classification 6 
G06F 



A2 



(11) International Publication Number: 
(43) International Publication Date: 



WO 97/12311 

\ 

\ 

3 April 1997 (03.04.97) 



(21) International Application Number: PCT/US96V 14673 

(22) International Filing Date: 12 September 1996 (12.09.96) 



(30) Priority Data: 
60/003,793 
60/004,149 
60/013,825 



15 September 1995 (15.09.95) US 
22 September 1995 (22.09.95) US 
21 March 1996 (21.03.96) US 



(71) Applicant (for all designated States except US): CABLE & 

WIRELESS, INC. [US/US]; 8219 Leesburg Pike, Vienna, 
VA 22180 (US). 

(72) Inventor; and 

(75) Inventor/Applicant (for US only): MCFARLAND, Jonna, A. 
[US/US]; 108 North Fillmore Avenue, Sterling, VA 20164 
(US). 

(74) Agents: CHAPMAN, Ernest, F. et al.; Finnegan, Henderson, 
Farabow, Garrett & Dunner LLP., 1300 I Street, N.W., 
Washington, DC 20005-3315 (US). 



(81) Designated States: AL, AM, AT, AU, AZ, BB, BG, BR, BY, 
CA. CH, CN, CU, CZ, DE, DK, EE, ES, Fl, GB, GE, HU, 
IL, IS, JP. KE, KG, KP, KR, KZ, LK, LR, LS, LT, LU, LV, 
MD, MG, MK, MN, MW, MX, NO. NZ, PL, PT, RO. RU, 
SD, SE, SG t SI, SK, TJ, TM f TO, TT, UA, UG, US, UZ, 
VN, ARIPO patent (KE, LS, MW, SD, SZ, UG), Eurasian 
patent (AM, AZ, BY, KG, KZ, MD, RU, TJ, TM), European 
patent (AT, BE, CH, DE, DK, ES, FI, FR, GB, GR, IE, IT, 
LU, MC, NL. PT, SE), OAPI patent (BF, BJ, CF, CG, CI, 
CM, GA, GN, ML, MR, NE, SN, TD, TG). 



Published 

Without international search report and to be republished 
upon receipt of that report. 



(54) Title: SYSTEM AND METHOD FOR QUALITY MANAGEMENT 




CD 

CO 



< 

Q 
CD 

o 

O 
T3 



(57) Abstract 

A computer implemented system and method and a computer readable medium for complying with the requirements of a quality 
standard known as ISO 9000. The areas covered include controlled documentation, training management, meetings and reports, process 
improvement requests, project management, and audit management. All controlled documents have a security and revision control portion 
that controls the access and approval capabilities of the documents. The system is form controlled. Certain individual fields of the forms 
require the entry of data, and field's control are controlled by certain fields of other forms, with the fields being updated by other fields in 
the system, operator entry of data, and a combination of control by bom the system and operator entry. The system includes an ISO matrix 
relating each document to an ISO clause. The system has a controlling document for each delineated activity, and all other documents 
relating to such activity are linked as a child of the controlling document. An audit trail is created by storing and making available previous 
iterations of current documents as child documents, insuring that the first issue, subsequent changes to content, movement to draft status, 
retrieval, and reissue are available for auditing the activities of the business. 
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SYSTEM AND METHOD FOR QUALITY MANAGEMENT 
This application claims the benefit of (1) Provisional 
Application No. 60/003,793 entitled "Management System and 
Process" filed on September 15, 1995 in the U.S. Patent and 
Trademark Office, (2) Provisional Application No. 60/004,149 
entitled "Management System and Process" filed on September 
22, 1995 in the U.S. Patent and Trademark Office, and (3) 
Provisional Application No. 60/013,825 entitled "Management 
System" filed on March 21, 1996 in the U.S. Patent and 
Trademark Office. The contents of the aforesaid three 
provisional applications are incorporated by reference and 
relied upon. 

BACKGROTTWn OF THR TNVFNTTON 
FIELD OF THE TNVFMTTOM 

The present invention relates to methods and systems for 
meeting quality standards; and more particularly, to a 
computer readable medium and a computer implemented system 
and method that enables an organization to carry on its 
business activities in accordance with the requirements of 
quality standards. 

The present invention is useful for every type of 
business organization. However, it is particularly suited to 
the service aspects of a manufacturing organization or a 
service organization per se, and will be described in that 
connection. 

Although the invention is important for insuring high 
quality process management as desired or practiced by many 
business organizations, or as defined by many quality control 
and standards organizations, it is particularly useful for 
complying with the applicable worldwide standards of the 
International Organization for Standards (ISO) and the 
corresponding quality standards of the American National 
Standards Institute, (ANSI) and being certified thereby. 
Thus, the present invention will be described in connection 
with an organizations compliance with the requirements of the 
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applicable standards known as ISO 9000, the corresponding 
ASQC orf ANSI, known as Q9000, and other quality standards 
having similar requirements, all of which are hereafter 
referred to collectively as ISO 9000. 

DESCRIPTION OF RFIT.ATRH A^ T 

Customer certification of a supplier, which usually 
consists of an audit that insures that the supplier is 
complying with the terms of a contract, can become a 
burdensome and expensive on going task for both the supplier 
and the customer. Third party certification, on the other 
hand, may demonstrate compliance with a specifically selected 
quality system. In this type of certification, typically, a 
neutral third party examines the particular quality system of 
the supplier, and issues a written certification directed to 
that particular system. Certain companies may go through the 
motions of compliance with a quality standard in order to get 
the certificate, without actually improving quality. This, 
of course, can undermine the confidence of a customer not 
only in the publicized standard, but also in the capabilities 
of the supplier as well. 

By complying with one or more of the applicable family 
of ISO standards. Suppliers are able to obtain the 
confidence of their customers, without the necessity of 
following many different quality control processes required 
by different customers, 

The International Organization for Standardization 
(ISO) based in Geneva, Switzerland which has published 
international standards for quality management known as "ISO 
9000" is the world leader for developing standards. Many 
companies in North America, particularly those which are 
interested in the global market place have adopted these 
standards. Additionally, the American National Standards 
Institute has adopted the ISO 9000 as national standard 
Q9000. The U.S. Department of Defense, one of the largest 
single consumers of goods and services developed procurement 
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policies based on the ISO 9000. Similarly, organizations in 
Canada, Europe, and the Asian countries, such as Japan, 
China, Taiwan, Korea, and Hong Kong, for example, comply with 
these standards. The ISO 9004-2 standards of the ISO family 
of standards applies particularly to service organizations. 

In order for a company to prove compliance with one or 
more of the ISO standards, it must be the subject of 
continuing audits. ISO 9000, for example, has a self 
auditing requirement, as well as a system for certification. 
Such certification is typically performed by a registered 
third party organization, recognized by an ISO accredited 
governing body. Specific requirements of the applicable ISO 
and ANSI standards are set forth in a publication ANSI/ASQC 
Q9001-1994 in an article entitled "Quality Systems-Model For 
Quality Assurance In Design, Development, Production, 
Installation And Servicing" copyrighted in 1994 by ASQC of 
Milwaukee, Wisconsin, which publication is incorporated by 
reference . 

According to ISO standards, the foundation of a quality 
system is its documentation, i.e., the manuals, procedures, 
work instructions, quality plans and quality records. The 
documents correspond to executive management, middle 
management, and work management, and the processes by which 
products or services are produced. 

A quality manual defines the goals and objectives, the 
organizational structure, and the integration of the ISO 9000 
and Q9001 requirements. The procedures are reference 
documents that explain the flow of the company's processes. 
The work instructions detail the elementary tasks and 
operations of each activity within the company. Quality 
plans define the quality requirements for the various 
products and activities. Quality records are documents that 
preserve pertinent information of activities carried out or 
results obtained. 
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The ISO standards require that all processes materially 
affecting the quality of the product or service must be 
documented. For example, in accordance with section 4.5 of 
the referenced publication, it is important to establish the 
company's internal guidelines detailing the rules for 
documentation, i.e., the drafting, management approval, 
verification, modification, and distribution of the 
documents. All documents must be numbered and presented in a 
preliminary version. Also, their contents must be approved 
before utilization and distribution. Invalid and obsolete 
documents must be promptly removed from all points of issue 
to prevent inadvertent use. There must also be a master list 
of documents, wherein the status and revision history must be 
readily available. Finally, there must be an audit trail of 
all documents. The appropriate personnel, of course, must 
then do what is written. Additionally, training must be 
provided each time a new document is approved. Documents 
must be configured with precision for the personnel that use 
them. Documents must be accessible to all affected 
personnel, at all necessary points 
of usage. 

According to Section 4.17 a quality coordinator is 
required to conduct internal audits to verify and improve the 
implementation of the documents. According to Section 4.1.3 
of the referenced publication, executive management is 
required to conduct regular reviews to ensure that the 
quality system is running smoothly, entation of the 
documents. Also, as required by Section 4.14, corrective or 
preventative action must be taken for meeting quality 
objectives. Once a quality system is running, the company 
can call a certification body for an external audit. 

After the company applies for an external audit, the 
certification process includes a documentation review and a 
conformity audit. For the documentation review, the 
registrar verifies that the quality documentation complies 
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with all the requirements of the standard. Following the 
documentation review, the company must take into account non- 
conformities and put in place corrective actions, so that the 
documentation complies with the requirements of the 
certification body. 

From the foregoing, it is readily apparent that 
organizations encounter many problems in attempting to comply 
with the requirements of ISO 9000, the solutions to which are 
costly, time consuming, and requires extensive training of 
the personnel implementing such standards. For example, 
prior to the present invention, paper based electronic ' 
systems were used that not only required hard copy for 
performing audit trails, but also required different 
attestations and certifications by the personnel involved. 
Often additional personnel were required to administer the 
quqlity documentation. Also, it was difficult to make all 
relevant documentation available at all required work 
stations, as well as collecting and disposing of 
documentation that had become obsolete. There was also 
difficulty in circulating draft documents and revisions for 
review and approval prior to issue. It was also difficult to 
maintain manually a readily available up to date document 
master list as required by the certification body, 
inordinate effort was heretofore required in quantifying the 
capabilities and proficiencies of sets of skills gained by 
employees, except through on the job training. Lastly, it is 
difficult to ensure timely completion, responsibility and 
accountabilities for action items, as well as identify the 
authority or the meetings which generated them. 

In light of the foregoing there is a need for a method 
and system which permits the personnel of an organization to 
comply with the requirements of ISO 9000, and which overcomes 
one or more of the shortcomings and deficiencies of the 
related art. 
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SUMMARY OF THF. TWVF^Tffl 
Accordingly, the present invention is directed to a 
computer implemented system and method and a computer 
readable medium configured to substantially obviate one or 
more of the problems in complying with the requirements of 
ISO 9000 and corresponding standard requirements. 

Additional features and advantages of the invention will 
be set forth in the description which follows, and in part 
will be apparent from the description, or may be learned by 
practice of the invention. The objectives and other 
advantages of the invention will be realized and attained by 
the apparatus and process particularly pointed out in written 
description and claims hereof as well as the appended 
drawings . 

To achieve these and other advantages and in accordance 
with the purpose of the invention as embodied and broadly 
described, the invention is directed to a computer readable 
medium having a program for establishing and maintaining 
documented procedures to control all documents and data to 
demonstrate conformance to specified requirements and the 
effective operation of a quality system including procedures 
for planning and implementing internal quality audits 
including a plurality of stored forms to create documents 
related to different activities by entering data in arranged 
fields of the forms. The computer readable medium includes 
program instructions configured: to create a first document 
by entering data in a plurality of fields of a corresponding 
one of the plurality of forms, to store the created first 
document, to record the status of the first document, to 
display the first document to permit an operator to edit data 
in a first portion of the plurality of fields of the first 
document to create a current document, to maintain data 
contained in a second portion of the plurality of fields of 
the first document in corresponding fields of the created 
current document to complete the current document, to store 
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the completed current document, to link the stored first 
document to the stored current document as a child of the 
current document, update the status of the first and current 
documents, to indicate the storage of the first document upon 
a subsequent display of the current document to maintain an 
audit trail that includes a previous view of the current 
document . 

In another aspect, the invention is directed to a 
computer implemented method for establishing and maintaining 
documented procedures to control all documents, data, and 
records to demonstrate conformance to specified requirements 
and the effective operation of the quality system including 
procedures for planning and implementing internal quality 
audits, including storing a plurality of forms, displaying 
one of the plurality of stored forms, entering data in 
arranged fields on one of the stored forms to create a first 
document, displaying one of the plurality of stored forms, 
entering data in a plurality of fields of the displayed form 
to create a first document, storing the first document and 
listing the status of the first document in computer memory, 
displaying the first document, entering data in a first 
portion of the fields of the first document and maintaining 
data populating a second portion of the fields to create a 
current document, storing the current document, linking the 
first document to the current document as a child of the 
current document, updating the status of the first and 
current documents, and indicating the storage of the first 
document upon subsequent display of the current document to 
maintain an audit trail that includes a previous view of the 
current document. 

The foregoing general description and the following 
detailed description are exemplary and explanatory and are 
intended to provide further explanation of the invention as 
claimed. 
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The accompanying drawings are included to provide a 
further understanding of the- invention and are incorporated 
in and constitute a part of this specification, illustrate 
one embodiment of the invention and together with the 
description serve to explain the principles of the invention. 
BRIEF DESCRIPTION of TWfl drawtwss 

Fig. 1 is a relational block diagram of the modules and 
databases used in the system and method of the present 
invention; 

Fig. 2 is a relational block diagram of the functions of 
the modules of the system and method of the present 
invention; 

Fig. 3 is a functional block diagram of the document 
management module constructed in accordance with the present 
invention; 

Fig. 4 is a functional block diagram of the training 
management module in accordance with the present invention; 

Fig. 5 is a functional block diagram of the meetings and 
reports module in accordance with the present invention; 

Fig. 6 is a functional block diagram of the project 
management module in accordance with the present invention; 

Fig. 7 is a functional block diagram of the audit 
management module in accordance with the present invention; 

Fig. 8 is a chart of the first level menu selection for 
the controlled documents database incorporating the present 
invention; 

Fig. 9 is a chart of a view selections menu of the 
controlled documents database incorporating the present 
invention; 

Fig. 10 is a chart of a compose selections menu 
incorporating the present invention; 

Fig. 11 is a chart of a compose or edit menu item for 
completing a "Document" form; 
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Fig. 12 is a screen layout of the document of Fig. n 
showing field names and field label names and incorporating 
the present invention; 

Fig. 13 is a screen layout of the form of Fig. 12 as 
shown in the edit mode and incorporating the present 
invention; 

Fig. 14A is a chart for the controlled documents 

database menu item compose or edit of a "Mission Critical 

Process" form incorporating the present invention; 

Fig. 14B is a chart for the controlled documents 

database menu item compose or edit of a "Mission Critical 

System" form incorporating the present invention; 

Figs. 15A and 15B are screen layouts showing field names 

and field label names for the chart of Fig. 14A incorporating 

the present invention; 

Figs. 15C and 15D are screen layouts showing field names 

and field label names of the chart of Fig. 14B incorporating 

the present invention; 

Fig. 16A is a chart illustrating control by the field 

"dcrsect" in accordance with the present inventions- 
Fig. 16B is a flow chart illustrating control by the 

field "dcrsect-l« in accordance with the present invention; 
Fig. 16C is a flow chart illustrating control by the 

field "emplrev" in accordance with the present inventions- 
Fig. 16D is a chart listing the fields and documents 

controlled by the field "docbody" in accordance with the 

present invention; 

Fig. 16E is a flow chart illustrating control by the 
field "approve joint 1" and "approve joint 2" in accordance 
with the present invention; 

Fig. 16F is a chart listing the fields and documents 
controlled by the field "docbody" in accordance with the 
present invention; 
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Fig. 17 is a chart for the controlled documents database 
menu item compose or edit of a "Personnel Job Description- 
form incorporating the present invention; 

Fig. 18A is a screen layout showing field names and 
field label names for the form of Fig. 17 incorporating the 
present invention; 

Fig. 18B, 18C, and 18D are screen layouts of a "Training 
Log" form, a "Training Management Control Record", and an 
"Employee Development Plan" form incorporating the present 
invention; 

Fig. 19 is a chart for the controlled documents database 
menu item compose or edit of a "Process" form incorporating 
the present invention; 

Fig. 20 is a screen layout showing field names and field 
label names for the form of Fig. 19 incorporating the present 
invention; 

Fig. 21 is a chart for the controlled documents database 
menu item compose or edit of a "Work Instruction" form 
incorporating the present invention; 

Fig. 22 is a screen layout showing field names and field 
label names for the form of Fig. 21 incorporating the present 
invention; 

Fig. 23 is a chart of the first level menu selection of 
the records management database incorporating the present 
invention; 

Fig. 24 is a chart of the view selections menu of the 
records management database incorporating the present 
invention; 

Fig. 25 is a chart of the views of a "Meeting Agenda" 
form for the meetings and reports database incorporating the 
present invention; 

Fig. 26 is a screen layout showing field names and field 
label names for the form of Fig. 25 incorporating the present 
invention; 
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Fig. 27 is a screen layout as shown in the edit mode of 
the "Meeting genda" form incorporating the present invention; 

Fig. 28 is a chart for using the compose or edit menu of 
the records management database incorporating the present 
invention; 

Fig. 29 is a chart of compose or edit menu item for an 
"Action Item" form incorporating the present invention; 

Fig. 30 is a screen layout showing field names and field 
label names for the form of Fig. 29 incorporating the present 
invention; 

Fig. 31 is a screen layout for the form "Action Item" 
the edit mode incorporating the present invention; 

Fig. 32 is a chart of the menu item compose or edit for 
a "Complaint" form of the records management database 
incorporating the present inventions- 
Fig. 33 is a screen layout showing field names and field 
label names for the "Complaint" form of Fig. 32 incorporating 
the present invention; 

Fig. 34 is a screen layout of the "Complaint" form in 
the edit mode incorporating the present invention; 

Fig. 35 is a chart of the menu item compose or edit for 
the "Meeting Minutes" form incorporating the present 
inventions- 
Fig. 36 is a screen layout showing field labels and 
field names of the "Meeting Minutes" form of Fig. 35 
incorporating the present inventions- 
Fig. 37 is a screen layout of the form of Fig. 3S in the 
edit mode incorporating the present invention; 

Fig. 38 is a chart of the "Monthly Reports" for the 
records management database incorporating the present 
invention; 

Fig. 39 is a screen layout showing the field labels and 
field names for the "Monthly Reports" form incorporating the 
present invention; 
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Fig. 40 is a screen layout of the form of Fig. 39 in the 
edit mode incorporating the present invention; 

Fig. 41 is a chart of the first level menu selection for 
the project tracking database incorporating the present 
invention; 

Fig. 42 is a chart of the project tracking database view 
menu incorporating the present invention; 

Fig. 43 is a chart for using the project tracking 
database compose or edit forms menu incorporating the present 
invention; 

Fig. 44 is a chart for a "Project Planning" form of the 
compose or menu items of the project tracking database 
incorporating the present invention; 

Fig. 45 is a screen layout showing the field names, 
field label names and button names of the project planning 
document incorporating the present invention; 

Fig. 46 is a diagram of a known "Project Issue" form of 
the project tracking database as a result of pressing a "Log 
Project Related Issue" button on the "Project Planning" form 
of the project tracking database which is used in the system 
of the present invention; 

Fig. 47 is a screen layout of the "Project Issue" form; 

Fig. 48 is a chart of the form "Project Issue" as a 
result of pressing the "Project Task" button of the "Project 
Planning" form incorporating the present invention; 

Fig. 4 9 is a screen layout showing field names, field 
label names, and button names for "Project Task" , "Project 
Planning Document" and "Strategy and Analysis" forms 
incorporating the present invention; 

Fig. 50 is the screen layout for the forms of Fig. 49 
in the edit mode incorporating the present invention; 

Fig. 51 is a chart of a known "Problem" form of the 
project tracking database as a result of pressing "Log Task 
Related Issue" button on the "Project Task" form used with 
the system of the present invention; 
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Fig. 52 is a screen layout for the "Problem" form of 
Fig. 51; 

Fig. 53 is a chart of the first level menu selection for 
using the process improvement database incorporating the 
present invention; 

Fig. 54 is a chart for using the view menu of the 
process improvement database incorporating the present 
invention; 

Fig. 55 is a chart for using the compose or edit menu of 
the process improvement database incorporating the present 
invention; 

Fig. 56 is a chart for using "Process Improvement 
Request" form of the process improvement database 
incorporating the present invention; 

Fig. 57 is a chart for using compose or edit of a known 
Improvement Request Response" form used in the system of the 
invention; 

Fig. 58 is a screen layout showing the field names, 
field label names, and button names of the "Process 
Improvement Request" form incorporating the present 
invention; 

Fig. 59 is a screen layout of the "Process Improvement 
Request" form in the edit mode incorporating the present 
invention; 

Fig. 60 is a screen layout showing the field names, 
field label names, and button names of the "Request Response" 
form incorporating the present invention; 

Fig. 61 is a chart of the first level menu selection for 
using the process audit database incorporating the present 
invention; 

Fig. 62 is a chart for using the view menu of the 
process audit database incorporating the present invention; 

Fig. 63 is a chart for using the compose or edit menu of 
the process audit database incorporating the present 
invention; 
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Fig. 64 is a chart using menu item compose or edit for 
an "Audit" form incorporating the present invention; 

Fig. 65 is a screen layout showing the field names, 
field label names, and button names for "Audit Planning and 
Control Document" form incorporating the present invention; 

Fig. 66 is a chart using menu item compose or edit for 
"Internal Auditor Eligibility" form; 

Fig. 67 is a screen layout showing field names and field 
label names of the "Internal Auditor Eligibility" form 
incorporating the present invention; 

Fig. 68 is a screen layout of the form of Fig. 67 in the 
edit mode incorporating the present invention; 

Fig. 69 is a chart of a "Non-compliance Report" form as 
a result of pressing the non-compliance report button on the 
"Audit" form; 

Fig. 70 is a chart of an "Observation Report" form as a 
result of pressing the enter an observation button on the 
"Audit" form; 

Fig. 71 is a chart of a "Checklist" form as a result of 
pressing the generate a checklist button on the "Audit" form; 
and 

Fig. 72 is a chart using menu item to compose or edit a 
"Corrective Action Plan" form incorporating the present 
invention. 

DESCRIPTION OF PRF.FF.Rpm pmbqdtmfwt 
In implementing the present invention, any well known 
platform may be used that provides the necessary commands and 
building blocks to permit the user to develop forms and 
manipulate data. In the preferred implementation of the 
invention, a well known software platform was used, entitled 
Lotus Notes, which is a registered trademark of Lotus 
Development Corporation. However, any platform may be used 
which has code permitting the creation of the system, 
apparatus, and method of the present invention. 
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Each of said plurality of database structures includes a 
plurality of forms and views, each said forms include fields 
and buttons, and each said views being a display of specific 
fields from selected forms grouped according to selection 
criteria in response to instructions from any one or more of 
the plurality of database structures. Each of the buttons 
include formulas linked to selected forms and views and 
fields, said formulas being activated by clicking thereon. 
Selected ones of the fields have formulas associated 
therewith, which are activated in response to either program 
instructions saving the associated form or responsive to 
program instructions executed by entered information in 
associated said fields. The program instructions further 
prevent retention of a partially completed document at times 
when required information is not entered in the document. 

The Figures in the Description Of The Drawings which 
illustrate screen layouts with field names, are pre-formatted 
forms which are seen by the programmer or any other person 
interested in learning the manner in which the system is 
configured. In the description of the present invention, 
documents are completed forms. Views are categorized lists 
of documents, and each field constitutes a category of text 
or graphics. A formula as defined herein is a combination of 
building blocks and commands in a specific way to perform a 
particular task. In one preferred implementation, databases 
are used, which reside in a server to be accessible by 
designated members of an organization. The present invention 
also may be in the form of a medium that is computer 
readable, such as a hard or floppy disk, a CD-ROM, a magnetic 
tape, or computer memory, for example. 

In accordance with the present invention, the records 
support objective evidence that (1) certain actions actually 
occurred, (2) expected results were achieved, and (3) the 
intent and purpose of the controlling document was actually 
carried out. In the present invention, all controlling 
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documents are produced prior to the activity they are 
controlling, with the exception of the meeting minutes, which 
are produced after the meeting. in the preferred 
implementation, shared databases are sometimes used, which 
are contained in a server to be accessible by designated 
members of an organization. 

As herein embodied and referring to Fig. l, the system 
and process of the present invention comprises a plurality of 
individual modules including a document management module 10, 
a training management module 12, meetings and reports module 
14, quality assurance module 16, project management module 
18, and an audit management module. Each one of the modules 
has one or more databases. 

The document management module has a single database, 
namely quality manual and controlled documents. The training 
management module and the meetings and report documents 
constitutes only one database, while the quality assurance 
module has a process improvements requests database. The 
project management and audit management modules each have one 
database. 

Referring to Fig. 2, all authorized users of the quality 
system, each have a work station where the user can access 
one of several modules via their personal computers at block 
30. System administrators control who can access which 
particular module as shown at block 32. Block 34 lists the 
modules shown in Fig. l. Each of the modules at block 34 
contains product features that include views of information 
in each database at 36, and displays Preformatted updatable, 
printed forms, and security depending on the level of the 
particular form at 38. Also, the product features includes 
features unique to the ISO 9000 and ease of use. The 
features include at 40, automating activities associated with 
achieving and maintaining ISO certification, dynamically 
managing quality manuals, auto generating a master list and 
list of documents awaiting approval, provides document 
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approval, security and revision control, process improvement 
request tracking, and ID and traceability matrix by ISO 
subclass. Ease of use features of the individual modules 
provide for a paper free environment, point and click 
control, full text search, keyword searches, document holding 
areas, database level security, and automatic task 
notification, timeline generation, and work flow exception 
reporting at block 42. All quality documents in this database 
are used to build an identification and ISO clauses 
traceability matrix. Thus, no document in the database can be 
stored without the "clause" field being filled. 

Referring to Fig. 3, a document management module 100 
includes a database at block 102. One of the databases 104 
contains quality manuals and controlled documents, another 
database 106 is for containing draft documents, and a third 
database 108 is concerned with knowledge retention. The 
primary database functions of the quality manuals and 
controlled document database 104 assures ISO compliance with 
the quality manual requirement and provides documentation for 
ISO compliance as indicated at 110. The databases 110 and 
112 automatically generate a Master List, automatically 
generate the list of documents requiring approval, provide 
automatic control of document revision and approval, 
generates the necessary pre- formatted forms, provides 
document approval security, and the ISO traceability matrix 
by ISO subclass, as shown at block 114. 

Referring to Fig. 4, a training management module 120 
has a database 122 that quantifies on the job training 
proficiencies, permits tracing the individual employees by 
skill or training, assists in training development, provides 
a level of security corresponding to a database, and security 
at the form level, provides data for employee review, tracks 
on the job training internal and external classes, all of 
which is accomplished by pointing and clicking at the 
corresponding button, as shown at block 124. It identifies 
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qulified employees for special projects and process in 
accordance with the requirement of ISO clause 4.9 and 
provides objective evidence of such qualification. It 
provides a record of skill sets obtained through on-the-job 
training between departments. 

Referring to Fig. 5, the meeting and reports module 14 
has a meeting and reports database 132 that serves as a 
repository of business records, with built-in accountability 
and organizational aids at block 134. More specifically the 
database 132 includes status reports, minutes of all 
meetings, monthly reports, automatic notification of 
assignment and closure of action items, automatic 
notification of meeting locations and agenda, automatic 
distribution of meetings minutes, provides audit review of 
management review and oversight, monthly reporting 
capabilities enables automatic elevation of reports to 
executive level, all without the use of paper, as shown at 
136. 

Referring to Fig. 6, the project management module 18 
has a single database 140 that permits the user to 
proactively manage long term projects as indicated at 142. 
Such managing includes generating a timeline, serving as a 
repository of "lessons learned" across multiple projects, 
pre-formats a control document, tracks project related issues 
and task related issues, provides automatic notification of 
task assignments, assists in meeting ISO clauses, generates 
multiple test plans and associated results, all accomplished 
by pointing and clicking, provides conversational thread 
document, permits management of conflicting 

activities (geographically disparate) permits looking at task, 
by activity, provides key word search and audit results field 
all at 144. 

Referring to Fig. 7, the audit management module 20 
includes a single database that plans, executes, and records 
internal process audits, configuration management audits, and 
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external 3rd party audits. As shown at block 150, the audit 
management module generates an audit schedule, supports 
recording of internal and external auditors findings, 
prescribes corresponding pre-f ormatted forms, retains records 
in a single bundle, supports corrective action plans, and 
supports verification of corrective action effectiveness. 

Document Man a? PiDp n t Database 
This database 104 houses the procedures, mission 
critical processes, mission critical systems, work 
instructions, job descriptions, mission statements, quality 
manuals, and other controlled documents over which an 
organization must exercise control in order to be certified 
by ISO 9000. This database is directly related to the 
training management system, workflow document management 
control, or supplier management. This database also has 
automated features for review and approval of documents, 
control of the revision of documents, and generation of a 
master list. The database has full text search capability 
and has point-and-click functionality built into the review 
and approvals sections. The quality manual states how a 
particular organization will comply with each of the 
standards . 

Referring to Fig. 8, and after selecting the database 
104, the operator has four choices which are displayed in a 
menu bar at block 152. One choice is "Return", reverts to 
the opening display. Another choice is "View" which displays 
a sub menu bar for selecting different views at block 154. A 
third choice is "Compose" at block 156 which produces a sub 
menu bar for selecting the different types of forms for data 
input, and the fourth choice is "Edit" at block 158 which 
selects an edit version of the form currently being displayed 
at block 156 by moving a pointer to a summary entry on the 
screen. The different views of the sub menu bar permit the 
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selection of summary data which was entered into the forms of 
the database using different criteria. 

Referring to Fig. 9, the sub menu of "View" of Fig. 8 at 
block 154 presents six choices for observing data in 
different formats, namely, by category at block 160, an ID 
and ISO traceability matrix at 161 document master list at 
block 162, documents categorized by owner at block 164, 
documents, waiting approval at block 166, data relating to 
mission critical process at block 168, and identifies the 
documents by ISO clauses. 

As shown in Fig. 10, the selection of compose or edit at 
block 156 presents the operator with a choice of six 
different types of forms for the database "controlled 
documents", which include "Work Instruction " at block 170, 
"Process" at 172, "Personnel Job Description" at 174, 
"Mission Critical System" at block 176, "Mission Critical 
Process" at 178, and "Document" at block 180. All of the 
forms in this database use the same template and method for 
security and revision control to guard against unauthorized 
changes and inadvertent use of obsolete documents. 

The "Document" form selected at 160 will be described in 
connection with the chart of Fig. 11 and the form of Fig. 12. 
The form of Fig. 12 has an upper or header portion for 
providing the control of security and revision of the created 
document and a lower portion for accepting input data from 
either the system or direct from the operator depending on 
the information to be entered. The upper portion above line 
179 of Fig. 11, which is the security and control section, 
requires that certain information is entered in selected ones 
of the fields in order to create a document that becomes part 
of the system. The fields provide for entering the security 
classification of the completed document, a reference number 
for the form, the title of the document, the level of 
revision within the activity, and the title of the document 
owner or owners within the business activity, all as is 
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apparent from Fig. 12. The particular department to which 
the form relates is referred to as "subclass." The field 
"Subject" at 181 requires that the operator has previously 
entered the title of the document in the field at 183. Data 
is also required to be entered in the field "Subject" at 181 
in order to save the document in the system. If there is no 
data in field 183, the user cannot save the document and a 
warning is displayed to the user. Field 185 entitled 
"Categories" permits the entry of particular key words that 
have previously been allowed by hardcoding into the source 
code . 

These allowable key words after entry, are displayed as part 
of the data in the selection "View" for this database. The 
intended use of the "Document" form is for mission 
statements, Role statements, and for any document where free 
form structure is required. The determination of when to use 
a "Document" form versus anther pre-f ormatted form is at the 
option of the user. The Security and Revision control similar 
to that previously described can be and is used with other 
databases described herein including the audit database 
hereinafter described. 

Figs. 16A through 16G show the instructions that are 
used in connection with control by various fields to effect 
certain aspects of Security and Revision Control previously 
described. 

Referring to Fig. 16A, the hidden field "dcrsect" is 
populated with data found in the file NAMES. NSF AT 161 and 
the view named GROUPS at 163. Then, a record ISO DOC 
CONTROLLERS is read at 165 and the field MEMBERS is read at 
167. if the system successfully in retrieving such data, it 
is compared with the identity of the user who signed in, and 
if the field MEMBERS indicated the inclusion of the 
individual signing in at 169, the fields in the Security and 
Revision Control in the upper portion of the displayed form 
may be read and edited. Additionally, the buttons on the form 
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may be activated at 173. However, if the ID of the user is 
not included in the group of MEMBERS the fields in the 
Security and Revision Control Portion of the form may not be 
viewed, or edited, and the buttons are dimmed and not 
operable as indicated at 17 5. 

Referring to Fig. 16B, the hidden field "dcrsect-1" is 
populated with data found in the file NAMES. NSF AT 161 and 
the view named GROUPS at 163 similar to the field "dcrsect." 
Then, a record ISO DOC OWNERS is read at 177 and the field 
MEMBERS of the document owners is read at 17 9. If the system 
is successful in retrieving such data, it is compared with 
the identity of the user who signed in, and if the field 
MEMBERS indicated the inclusion of the individual signing in 
at 181A, and the buttons "Approve, (Main)", and "Approve 
(Joint 1), and "Approve (Joint 2) are active at 185A in the 
Security and Revision Control in the upper portion of the 
displayed form. However, if the ID of the user is not 
included in the group of MEMBERS of the document owners, the 
form may be edited, and the buttons are dimmed and unable to 
be activated as indicated at 187A. 

Referring to Fig. 16C, the hidden field "emplrev" is 
populated with data found in the file NAMES. NSF AT 161 and 
the view named GROUPS at 163 similar to the previously 
described fields. Then, a record of ALL USERS is read at 177 
and the field MEMBERS of the document owners is read at 179. 
f the system is successful in retrieving such data, it is 
compared with the identity of the user who signed in, and if 
the field MEMBERS indicated the inclusion of the individual 
signing in at 193, the button "Review Acknowledgment" is 
active at 195 permitting the person who signed in to 
acknowledge that he or she reviewed the document. However, if 
the ID of the user is not included in the group of MEMBERS of 
all authorized users, the buttons is dimmed and unable to be 
activated as indicated at 197. 
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Referring to Fig. 16D, the hidden field "docbody" is 
populated with data found in the file NAMES. NSF AT 161, the 
view named GROUPS at 163, the record of ISO DOC OWNERS at 
177, and the field name MEMBERS at 179 similar to the fields 
described in Fig. 16B. If the system is successful in 
retrieving such data, it is compared with the identity of the 
user who signed in, and if the field MEMBERS indicated the 
inclusion of the individual signing in at 181, the contents 
of all the fields are available for read, write, and edit 
access as indicated at 201. However, if the ID of the user 
is not included in the group of MEMBERS of all ISO document 
owners and controllers, the contents of the fields are 
visible, but not able to be edited, as indicated at 203. 
Fig. 16E is a chart of the various documents in this database 
and the fields that receive access control from the field 
DCRSECT field of the DOCUMENT form. 

Referring to Fig. 16F, when the operator activates the 
button "Approve Joint 1" at 205, the system enters the 
operators username from sign-in into the field "appname" at 
207 which identifies the individual approving the document; 
the system then removes the word "DRAFT" from the document at 
211, which was inserted when the document was created. 
Modified information in the "subject" field is copied by the 
system to the "doctitle" field. 

Referring to Fig. 16G, when the button "Unapprove" is 
activated at 215, the system removes all data from the fields 
"revname", "appname", "appname- 1", " appname- 2, " and at 217, 
which nullifies and cancels all approvals of the document 
prior to activation of the "Unapprove" button. The system 
then adds the characters "DRAFT" to "subject" field at 219. 
The data in the "subject" field is copied to the field 
"doctitle" at 221. 

The lower part of the form has a field "DEPT-l" at 184 
into which is copied automatically from Security and Revision 
Control the data from the field "SUBCLASS" which was 
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previously entered by the operator and copies into the field 
" PROCTITLE" at 186 the data previously entered in the field 
"SUBJECT" . The operator enters free form data in the field 
"Body" of the form at 182. The word "DRAFT" is appended to 
any data entered in the "SUBJECT" field. 

When an operator wishes to edit the record emanating 
from the form "Document", a separate form is displayed which 
includes the history of the record and the identity of the 
persons who previously approved or disapproved the record. 
The operator can select "Unapprove", "Change Revision Level", 
or "View Master List". Should the operator Disapprove of the 
resulting record, the record reverts to its draft status, is 
retained in the "Master List" and added to the list 
"Documents Waiting Approval". 

Each editing of the record is saved and the word "Draft" 
is affixed to the document until the document is finally 
fully approved. Upon final approval, the document is removed 
from the "Documents Waiting Approval List." The various 
modifications made to the Documents provide a permanent Audit 
trail of this particular document. The same method applies 
to each and every "Document" included in the "Controlled 
Documents Database". 

The forms "Mission Critical Process" (MCP) and "Mission 
Critical System" (MCS) are described in connection with Figs. 
14A, 14B, 15, and Figs 16A-16C When these forms are selected 
for completion, the security and revision control portion of 
the document is displayed and operates in the same manner as 
previously described in connection with "Document". These 
particular forms are completed to record information relating 
to computer processes and systems that are critical to the 
operation of the business activity. In addition to the 
security and revision control features previously discussed, 
they include a field "shortdes" at 202, which requires that 
text be entered describing the system or process with which 
the document is concerned. The field "recvrbl" at 204 
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requires the entry of either key word "Recoverable" or "Non- 
recoverable". If non-recoverable is entered, the field 
"explain" at 206 must be completed in order to include the 
reasons therefor. If it does not have an entry, the user is 
notified, and the document cannot be saved. A field "aoint" 
at 208 must be completed by entering specific key words 
related to the expected time the system or process is not 
recoverable in the event of an inadvertent occurrence, such 
as 0-4 Hours, 5-24 hours, 1 week, or 1 month. The forms MCS 
and MCP also include the fields "hrdwreq" and "sftwreq" at 
210 and 212, which are required to contain data in order for 
the document to be saved in the system. These fields are 
intended to describe the hardware and software requirements 
of the system or method with which the document is concerned. 
In the "System" document as shown by Figs. 14B and 16B, the 
field "reldoc" at 214 permits the embedding of any documents 
that may be related to the current document. This is not a 
required field in order to give the operator flexibility in 
determining what, if any, documents should be linked. Fields 
"hwownr, swownr, hwvend, swvend, " each require that data be 
entered in order to save the document. Thus, the operator 
must enter the owning department of the hardware at 216, the 
owner of the software at 218, the vendor of the hardware at 
220, and the vendor of the software at 222. The same 
requirement exists for integrated circuits that are used in 
the system. The owner of the IC circuits is entered at field 
at 216, the identity of the circuits at 226, and the vendor 
of the circuits at 228. 

In response to the selection of the edit mode as 
previously discussed. Similar to the created document, the 
edit mode also includes the notation "DRAFT" to indicate the 
original document had not yet received final approval. An 
editing of the fields would automatically include it with the 
list of documents waiting approval. Thus, making it 
practically impossible to conduct a business activity in 
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accordance with an obsolete or unapproved document. Even if 
a hard copy were made, the text that is embedded into each 
controlled document, namely: "Printed Copies Are Uncontrolled 
Documents." and, "In the event that printed copies are made, 
it is the user's responsibility to ensure that they are using 
the most current issue of the document," serves the function 
of satisfying the portion of ISO 9000 requiring a revision 
control process for printed material. When a document of any 
kind is edited, the un-edited version becomes the "child" 
document and the newly edited and stored documents becomes 
the top-level or master document. 

Referring to Fig. 17, it is assumed that the operator 
selected the compose or edit form for "Personnel Job 
Description" at block 174 of Fig. 10. In response, the form 
of Fig. 18 is displayed which at the upper portion includes 
the same fields relating to Security and Revision Control as 
the previously described forms in this database. The fields 
for this form are identified at block 230 of Fig. 17 and 
arranged on the form as shown following the Security and 
Revision Control Section. This form has several fields, all 
of which permit free form text. The effective date of the job 
description is entered in field "date" at block 234. The 
title of the job is entered in field "title" at block 236. 
The title of the supervisor is entered in filed "stitle" at 
236. The title of the persons which the employee supervises 
is entered in field "esupv" at 240. The name of the 
department, the department number, and whether or not the job 
is exempt or non-exempt is entered in the fields "dptname", 
"deptno", and "exnon" at blocks 242, 244, and 246 
respectively. The purpose of the job is entered in field 
"Purpose" at 247, with the duties and essential functions 
entered in fields "jduties" and "efuncts" at 248 and 250. 
The minimum amount of previous experience and minimum 
education level required to perform the job is entered into 
fields "preexp" at 252, in field "minedu" at 254. The scope 
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of the duties may be selected as either "cwide" company wide 
at 256, significantly or infrequently reviewed at field 
"siginf at 257. Whether or not the job is division wide 
where the employee is reviewed only occasionally is entered 
in field "divwide" at 258, department wide where the employee 
is reviewed frequently is entered in field "dptwide at 260, 
or limited where the employee is closely monitored in field 
"limited" at 262. 

A portion of the form to be completed by those who have 
supervisory responsibility is indicated by fields "presrib" 
at 264 where the procedures and methods to be followed are 
prescribed, "somedec" at 266 where standard procedures are 
prescribed, but alternatives are available and some decisions 
made, or "analyze" at 268 where facts must be analyzed which 
determine actios within broad policy limits. The level of 
supervision which best describes the supervisors duties is 
entered in field "assign" at 270 when assignments are 
regularly checked by the supervisor, or in the field "quesis" 
at 272 when work is performed under standard procedures, but 
questionable issues referred to the supervisor, or in field 
"broadobi" at 274 where work is performed under broad 
objectives with unusual issues being referred to the 
supervisor. All subsequent records of the same employee are 
linked to the original document. 

The selection of the "process" form at 172 of Fig. 10 
causes the form of Fig. 20 to be displayed and completed in 
accordance with Fig. 19. This form is used to record a 
method or process of any type of activity not specific to 
other Preformatted forms. The portion directed to Security 
and Revision control is the same as other forms in the 
"controlled document" database. In addition to the Security 
and Revision Control section, the form "Process" includes a 
field, "process" into which a free form statement is entered 
describing the process with which the document is concerned, 
the field "scope" which permits entry of a free form 
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statement regarding the breadth or scope of the procedure 
concerned, and a field "frequency" where the operator uses 
the point and click feature to enter whether the process 
concerned is used "As needed", "Daily", "Weekly", "Monthly", 
Bi-monthly" or "Quarterly". A free form statement and its 
link to related work instruction documents are entered free 
form into the field "wrkinstructions . " 

When the form "Work Instruction" is selected at block 
170 of Fig. 10, the function at Fig. 21 occurs in connection 
with the form of Fig. 22. In addition to the Security and 
Revision Control portion of the form, a field "frequency" 
uses the point and click method for selecting one of the time 
periods for performance of the work covered by the specific 
instructions similar to the "Process" form. The field 
"process" defines the procedure for which the particular work 
instruction is used, and the field "wrkinstructions" is for 
entering the work description and instructions covered by 
this form. 

The formation of "Views" are electronic filters which 
report on data entered into the database by way of the forms 
described herein. The electronic filters work much in the 
same way as traditional printed reports. The details with 
respect to the generation of "views" is the capability of the 
platform. The information displayed by the "views" 
incorporates the present invention. In accordance with the 
present invention, two views, a Document Master List and 
Documents Waiting Approval are used herein in order to 
satisfy certain requirements of ISO 9000. 

MEETING AND RF.PORT RF.mRng MANACTMFMT 

A Records Management Database houses electronic records 
of meetings, action items, complaints, and monthly reports, 
and status reports Agenda's, Action items, and Meeting 
Minutes are automatically stored together, providing a 
complete package of historical information as well as 
accountability and closures. Automatic notification of task 
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and action item assignment assumes that E-Mail of the 
platform is also activated and the person assigned the task 
is able to receive the E-mail. The details in connection 
with sending and receiving E-mail form no part of the present 
invention. However, auto-notification of the present 
invention is a function of the form. Complaint forms are 
tracked in this database to ensure customer complaints are 
handled in a timely manner. There are also notification 
features in the complaint form built in the point-and-click 
format common throughout the database. The complaint form is 
designed with customer satisfaction in mind and satisfies ISO 
9000 requirements. 

The Monthly Report Form is a Text with graphics format 
allowing the insertion of graphs, grids, tables, and other 
visual aids to enhance the report content. The sections are 
named in accordance with ISO 9000 requirements. Action Item 
Forms have the same autonotif ication found in the Meeting 
Action Item. Automatic notification of task and action item 
assignment is available assuming that appropriate E-Mail is 
also activated and the person assigned the task has E- Mail 
facilities. However, the auto-notification of the present 
invention is a function of the form. 

The selection of the "Meeting and Report Records 
Management database, displays the last view used by the 
operator and provides the operator with the choice of "View", 
"Compose", "Edit" or "Return" as in the previously described' 
database. Referring to Fig. 24, the selection of "View" 
displays a menu bar giving the operator a choice between 
"Action Items" at 290, "Summary" at 291, which includes 
Action Items Complaints Status Report of Meeting Records in 
one view. "Complaints" at 292, "Status" at 293. "Meeting 
Minutes" at 294, or "Monthly Reports" at 296 and status 
reports. The selection of one of the choices provides 
corresponding data in a by category. The documentation in 
this system precedes the activity with which it is concerned, 
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except for the completion of the form "Meeting Agenda" which 
can be created as indicated at 298 only after using a "View" 
to locate the Minutes of the Meeting for which the Meeting 
Agenda is to be prepared as indicated at 299. More 
particularly, and referring to Fig. 25 after selecting 
"View", and then selecting "By Category", the operator 
selects "Meeting Minutes at 300", and then moves the pointer 
to the desired meeting minutes record at block 302 . Once 
this done, the operator then may select "Meeting Agenda" from 
the "Compose" designation of the menu bar as indicated at 
304. The meeting agenda form then appears on the screen as 
shown at 326 in Fig, 26. The system automatically updates a 
hidden field "author" at 308 using data from the "username" 
field upon sign in, and automatically updates a hidden field 
"title-l" at 310 from the field "Mgttl." The operator enters 
data from a pull down table to update the field "department" 
at 311, which may be extended by the operator by typing in a 
new department name at the bottom of the table. The operator 
selects the title of the meeting at 312 from a pull down 
table at field "Mgttl" from which "title-l" is filled in. 
The operator then writes text in free form at field 
'employee" which identifies the person assigned the action 
item, at field "miscel" which describes the business of the 
meeting and other comments at 314. 

Referring to Fig. 28, in addition to the Meeting Minutes 
at 316 an "Action Item" form at 318, "Complaint" form at 320, 
and Monthly Reports" form at 322 may be selected from the 
menu bar. 

The action item documentation is described in connection 
with Figs. 29, 30, and 31. Upon display of the form, the 
operator enters a description of the action item in field 
"actem" the action plan in the field "actplan" at 324, and 
then is required to select one of three buttons, which will 
cause the system at 326 to write "closed", "due," or 
"overdue" at field "astat", which provides the status of the 
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action item as of the date the information is entered. The 
user interface is set for Buttons, forcing the user to select 
one, and one only, of the allowable key words. This field 
also has a default value formula which presets the status to 
"Due" when the due date is greater than or equal to today. 
If the due date is less than today's date the status is set 
to "Overdue". The field "actpln" also has an input 
validation feature. First it checks to ensure that the status 
value is not null. if it is null an error message is 
presented to the user. if the status = Due, the system looks 
at the name in the "Employee" field. It then sends an E-Mail 
message to that individual and advises where the task can be 
reviewed. If the status = "closed", a message is sent to the 
author of the action item (originator) informing the person 
that the one to whom they assigned the action item has 
completed it and it is ready for review. The operator then 
may enter appropriate comments in the field "comments" at 
328, and identifies the department from a pull down selection 
in the field "dept" at 330. This table may be extended by the 
operator. 

This form has three hidden fields, "department", 
"trevauth", and "tuday" which are automatically filled in 
with the data from the field "dept" at 332, and the 
"username" sign in data at 334, and the systems date 
^formation at 336, respectively. The field "dept" checks to 
ensure the "Dept" field is not null. if it is a Failure 
message is sent to the operator forcing an entry. If the 
field is not null the user is allowed to save the document 
and exit. In the field "apdate" at 338 the system adds 30 
days to the date contained in the field "tuday". The 
operator has the privilege of changing this displayed date 
in the field "astat" at 340, the system changes the 
information selected by the operator based on the project 
date in relation to the system date. 
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Referring to Figs. 30 and 31 "Assign Action Item" is 
populated by free form text of the Assignees name. Clicking 
on button "Create New Action Item" will cause a new "Action 
Item" form to open for the operator. The operator is allowed 
to enter all necessary information to create the new action 
item. Clicking on the button "Edit Action Item" displays the 
form of Fig. 31, which is similar to Fig. 30 except for the 
inclusion of the buttons at 344 indicating the status of the 
item. 

The complaint form, which is selected by the menu bar at 
320 of Fig. 28 will be described in connection with Figs. 32- 
34. The form has 3 hidden fields into which the system 
automatically inserts data. When the document is opened, the 
system looks at the user name and enters it in the field 
"operator" at 350. The field "date" is populated by the 
system's date information at 352, and "ledate" at 354 where 
the system enters a date and time stamp indicating the last 
time the document was modified. Which is populated at 354 by 
the date on which the record was last modified. 

The operator enters the name of the complaining party, 
the telephone number of the call back, callers title, if 
known, the name of the company the caller represents, 
department receiving complaint, description of the complaint, 
actions taken to resolve the issues and satisfy customer, and 
comments of the operator, in the fields "callname" , 'ac", 
"nxx", "stano", "callttl", "coname", "Department", "Kissues", 
"employee", "actem", and "comments" . at block 356. In the 
field "astat", the operator uses the point and click feature 
to open one of three pre-f ormatted check boxes that in turn 
enter "Open", "Resolved", or "Closed" into this status field 
at 358. In the field "comptype" at block 360, the operator 
uses the point and click feature to enter the type of 
complaint by checking one of seven check boxes that in turn 
display "Courtesy", "Responsiveness", Service Quality", 
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Billing Inquiry", "Order Inquiry", "Internal", or "Other" in 
this field. 

The field "apdate" at 359 is an editable field with a 
default value. If the user does not choose to enter a value 
in this field, one will be assigned. The date-time value is 
read and adjusted to be that value plus 30 days. 

Clicking on the button, "Notification" causes the system 
to take a snap-shot of the completed form and paste it into 
an E-Mail message that may then be addressed by the operator 
and sent. In the field "futype" at 362, the operator uses 
the point and click to select "Once", "Weekly for two weeks", 
"Weekly for a month", or "Weekly until satisfied". When the 
complaint form is saved, the field "fudate" at 364 calculates 
when follow up with the customer is needed. It checks to see 
if the date in the field "apdate" is less than the date in 
the field "ledate". If it is, is adds 9 days to the date in 
"ledate" and enters the new date in the field "fudate". If 
the date in "apdate" is greater than the date in "ledate" 
nothing is entered in the field "fudate". If "apdate" is 
less than "ledate" and the field "astat" is equal to 
"Closed", then this field is set to null. Other wise nothing 
happens . 

As previously mentioned, the agendas action items and 
meeting minutes are stored together, and will be described in 
connection with Figs. 35-37. when the form "Meeting Minutes" 
is selected at 294 of Fig. 24, the system automatically 
populates the field "author" from the "username" sign in data 
at 370 and data from the field "title-1 at 374. The operator 
selects from a pull down table the appropriate department of 
the organization from the field "department" at 37 6 and the 
title of the meeting from the field "mgttl" at 378. The 
operator also enters the names of the people attending the 
meeting in the field "employee" at 380. Filling in this 
field is required, and is a condition precedent to saving the 
document. The operator then in free form text enters the key 
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issues of the meeting in the field "kissues", the general 
business of the meeting in field "miscel", new action items 
in the field "aitem", and comments in the field "comments", 
all as indicated at block 382. 

The action items as a result of the meeting are entered 
in a form which is displayed in response to the point and 
click buttons referred to at 384. The screen layout for edit 
mode provides for the entry of new action items, the log for 
which is activated by clicking on buttons 384. 

The action item form has a field entitled "modified" 
which is a hidden and computed, which enters a date and time 
stamp which indicates the last time the document was 
modified. The fields "department", "tuday", "employee", 
"actem" are populated with the same type of information as 
similar fields in previously described forms. The field 
"apdate" is an editable field with a default value formula. 
If the user does not choose to enter a value in this field, 
one will be assigned for them. The field formula reads the 
date- time value in the field identified in the formula and 
adjusts it to be that value plus 30 days. The field 
"actplan" is a field requiring data similar to the form 
"Action Item", which is used when such action is not the 
result of a meeting. It accepts free form text and is 
dedicated to a description of the action plan by the 
operator . 

The field "astat" also has a default value formula which 
presets the status to "Due" when the due date is greater than 
or equal to today. If the due date is less than today's date 
the status is set to "Overdue". This field also has an input 
validation formula. First it checks to ensure that the 
status value is not null. If it is null an error message is 
presented to the user. If the status = Due, the system looks 
at the name in the "Employee" field. It then sends E- Mail 
message to that individual and tells them where to go to 
review the task. If the status = "closed" a message is sent 



BNSDOCID: <WO 971231 1A2_I_> 



WO 97/1231 1 PCTAJS96/14673 

35 

to the author of the action item (originator) informing them 
that the person to whom they assigned the action item has 
completed it and it is ready for review. 

The allowable key words formula of the field "Dept" 
looks at the View spelled out in the formula (By 
Category \\Act ion Items) in the current database to allow the 
user a choice of existing key words. If the keyword required 
by the user does not exist, the "Allow Values Not In List" 
flag has been set to "YES" allowing the user to add a new 
keyword. This formula checks during the saving of the 
document to ensure that there is an entry in the field 
"Dept". If not an error message is presented to the 
operator. if an entry is present the operator is allowed to 
save and exit the document. 

Clicking on the button "edit action item" causes the 
current document to be edited. Clicking on the button "save 
changes" causes the current document and any changes to be 
saved . 

Clicking on " Assign Action Item" button permits 
operator to enter the name of an individual in free text. 
Clicking on the button "Create New Action Item" causes a new 
"Action Item Form" in which data may be entered, to be 
presented to the operator, as previously mentioned. 

When the operator selects the form "Monthly Reports" at 
block 296 of Fig. 24, the form at Fig. 39 is displayed and 
will be discussed in connection with the flow chart of Fig. 
38, and the edit form of Fig. 40. As shown in Fig. 38, this 
form has the fields "author" and "department- 1" which are 
automatically populated by data from corresponding fields. 
The data entered in the " department- 1" is copied from the 
field "department" entered by the operator. Similarly the 
field "date" is populated by both the operator and the 
system. When the operator enters the current date, the 
system automatically displays the prior month and current 
year. 
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As in all of the forms herein, the Allowable key words 
formula looks at the View spelled out in the formula (By 
CategoryWMonthly Reports) in the current database to allow 
the user a choice of existing key words in the first column. 
If the keyword required by the user does not exist, the 
"Allow Values Not In List" flag has been set to "YES" 
allowing the user to add a new keyword. 

The form of Fig. 39 has several field , all of which are 
populated by free form text as shown in Fig. 38 at block 390. 
Referring to Fig. 39, which shows the arrangements of the 
fields, field "Kissues" is for the key issues, critical 
success factors are described in field "critifac", and 
process improvements are entered in field "imp". Reverse 
trends are to be inserted in the field "revtrnd", process 
management issues are entered in "qissues" and resources and 
personnel are inserted in field "resources". Customer 
concerns and inquiries, both internal and external, are 
included in the field "complaints" . 

The form for editing the monthly report is shown in Fig. 
40 and in addition to the identifying fields includes the 
free form text fields of block 390 of Fig. 38. 

PrniPrl- M a n flgPTnrn1 - 

The Project Management database is created to facilitate 
the management of projects which consist of many inter- 
related tasks and cross-functional teams. This database has 
features which ease the administrative burden of managing 
this type of long-term project. It has auto-notification 
found in the Records Management Database action items, 
automatic timeline generation, workload management, conflict 
management, and both project level and task level issue 
tracking features. Project time lines are automatically 
generated as project tasks are created and assigned start and 
finish dates. In order to manage the timeline, the tasks 
themselves must be managed. A Project Planning Document 
provides a mechanism by which an organization can satisfy the 
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ISO 9000 requirements for quality planning and productively 
manage a long-term project at the same time. This document 
allows the definition of a project title, Project owner, 
review authority, steering committee, team leader, team 
members, and Project due date. There are buttons on this 
document which allow tracking of Project related issues, 
creation of project tasks, and free text fields for defining 
project related teams and authorities.. 

"Project Task" is a form in the database called by using 
the mouse to click on a button in the Project Planning 
Document. It is not included in the "Compose" menu and may 
only be accessed via the Project Planning Document. This 
form allows for task start and finish dates, task assignment, 
tasks definition, tasks related issue tracking, auto- 
notification of task assignment, status and completion, as 
well as Project timeline management and new task generation. 
"Project Tasks" are "response" documents or descendants of 
the Project Planning Document. 

A "Problem" form is called from the "Project Tasks" form 
by using the mouse to click on one of the buttons presented 
to the operator. It is not included in the "Compose" menu 
and may only be accessed via the "Project Tasks" form. 
"Problem" documents are "response" documents or descendants 
of the "Project Tasks" document from which they were created. 

"Project Issue" forms are called from the project 
Planning Document by using the mouse to click on one of the 
buttons presented to the operator. This form is not included 
in the "Compose" menu and may only be accessed via the 
"Project Planning" Document. "Project Issue" documents are 
"response" documents or descendants of the project Planning 
Document from which they were created. Referring to Fig. 41, 
the project tracking database is selected from the main menu 
bar which includes a conventional "Return" selection at 400, 
a "View " selection at 402, a "Compose" selection at 404 and 
an "Edit" selection at 406. The different views are shown in 
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Fig. 42. The operator choices upon selecting compose or edit 
are shown in Fig, 43. 

Referring to Fig. 42, upon selection of "View" at 4 02, 
the operator has six choices, a listing of tasks by status at 
408, a list of tasks by due date at 410, a list of tasks by 
assignment at 412, a list of tasks by department at 414, a 
list of projects by project timeliness at 416, or a list of 
tasks by project title at 418. Referring to Fig. 43, when 
selecting project tracking database, the operator has only 
one form to choose from, the project planning form at 420. 
Within the project planning form are buttons for selecting 
either a project issue form at 422, a project task form at 
424, or a problem form at 426. 

Referring to Figs. 44, 45, and 46, the planning form has 
several buttons. One is a "save" button at 428, which when 
operated, saves the form after all required fields are 
completed. A "modify planning" button at 4 30 allows the 
operator to edit the project planning form. A "create tasks" 
button at 432 opens the project issue form by putting it on 
the screen in the edit mode. 

A "Review tasks by assignment" button at 434 opens the 
corresponding view. A "Log Project Related Issue" button at 
436 opens the "Problem " form and puts it on the screen in 
edit mode. The "problem" form and the "project issue form 
are linked to and descendants of the project planning form. 

In the field "Dept" at 438 the operator may enter the 
data identifying the department directly, or use an 
extendable pull down table selection. In a field "pro j lead" 
at 440 and a field "projteam at 442, an operator may enter 
the name of the project leader and names of the project team, 
respectively. In the field "projapp" at 444 an operator 
enters the names of the persons who must approve the project. 
The operator enters the title of the project in free form in 
the field "projtitle" at 446. 
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The project planning form has several required fields 
where entry of data is required as a condition precedent to 
saving the form. Field "targdate" at 448 requires entry of a 
valid date for completing the project. Field "projowner" at 
450 requires entry of the name of the project owner, either 
through direct entry or from the list of names. Field 
"projreview" at 452 and field "steercom" at 454 require entry 
of the names of the review authority and steering committee, 
respectively, either directly or from the aforesaid list of 
names . 

Referring to Figs. 4 6 and 47, the detailed arrangement 
of which forms no part of the present invention, the "Project 
Issue" form is displayed as a result of pressing the "Log 
Project Related Issue" button on the planning form. When 
displayed, the operator enters free form text describing the 
subject matter of a related issue directly into the field 
"subject" at block 456 and data directly concerning the 
current issue in the field "body at 458. A hidden field 
"display subject" is automatically populated by data entered 
in the field "Subject". The system frames the with a 
leading and trailing carriage return at 460. The field "from" 
and "Date" is automatically populated from the username sign 
in data and the date the new documented was created at 462 
and 464, respectively. A button" "Generate Response" at 466 
on the form when clicked creates another "project issue" form 
and puts it on the screen in the edit mode. This also is a 
response form and becomes a child of the "Project Planning" 
document. A field "original subject" at 468 is hidden for 
value storage. 

Referring to Figs. 48, 49, and 50, a form "Project Task 
is displayed by operating the button "Create Tasks" of the 
"Project Planning" form. The form has required fields, which 
are populated by pull down selections, such as "dept" at 470 
and "comptime" at 472. Additionally, field "trevauth" at 474 
is automatically populated upon display of the form, by the 
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"username" data at sign- in. There are other fields where the 
operator enters appropriate data directly, such as 
"taskstart" and "taskdate" at 476, where it is entered in 
appropriate date format; and "employee"" and "ptask" at 47 8 
where it is entered in free form or from the previously 
mentioned name list. In the field "pstat" at 480, the 
operator uses the point and click feature to operate one of 
the pre-formatted buttons that in turn enter "open", 
"revision", "closed", "completed, or "unassigned", into the 
field. The form also includes several buttons where the 
operator is permitted to make selections. A button "Edit 
Task Document" at 4 82 permits the operator to edit the 
"Project Task Document" form, the button "Assign Task" at 484 
permits the operator to select one or more names from a pull 
down list, to assign a task, and in the field "projtitle" at 
486 the operator selects the title from a pull down table. A 
button "Create New Task" at 488 opens a new "project 
tracking" form, which form is a descendent of the "Project 
Task" document. A button at 490 "Log Task Related Issue" 
opens the "Problem" form and puts it on the screen in edit 
form. A button at 492 "View Timeline" opens a fully expanded 
"Project Timelines" view; and a button "Save" at 4 94 causes 
the document to be stored if all the required fields are 
populated. 

Referring to Figs. 51 and 52, the detailed arrangement 
of which forms no part of the present invention, the 
"Problem" form has several fields that are automatically 
updated by the system upon display of the form. The field 
"displaysubject" at 498 is a hidden field that is 
automatically populated by data the operator entered in the 
"subject" field; and the field "from" is populated by the 
"username" sign in data at 500. At 502, a hidden field 
"original subject" is automatically populated. by data from 
the "ptask" or "subject" field depending on the situation; 
and at 504 the field "date" is automatically populated from 
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the date this new document was created. The operator enters 
free form text in the field "subject" at 506 and in the field 
"body at 508. If the "Subject" field is left blank, nothing 
is displayed. If there is an entry in the "Subject" field, 
it is formatted by a carriage return, the information in the 
"Subject" field, and then another carriage return. 

The instructions associated with the field "Kissues" 
checks first to see if the field "Kissues" is available. If 
so, it uses the information in that field. If not,' it checks 
to see if the field "actem" is available in the selected 
form, if so it uses the information in that field. If none 
of the specified fields are available in the form selected it 
uses the default information found in "employee". 

The instructions for the field "astat" checks first to 
see if the field "rptdate" is available. if so, it uses the 
information in that field. If not, it checks to see if the 
field "mtgdt" is available in the selected form, if so it 
uses the information in that field. If "mtgdt" is not 
available, it checks for "apdate". If that field is present 
on the selected form, it uses the information in that field. 
If "apdate" is not available it checks for the field 
"Critfac" and if found uses that information. If none of the 
specified fields are available in the form selected it uses 
the default information found in "DATE". 

The formula for the field "kissues" checks first to see 
if the field is available. If so, it uses the information in 
that field. If not, it checks to see if the field "actem" is 
available in the selected form, if so it uses the information 
in that field. If none of the specified fields are available 
in the form selected it uses the default information found in 
"employee". The view "mgttl" selects all documents created 
on a form with the word "Meeting" in its title for 
presentation to the user. 

The instruction for the field "doc<iescendants" checks to 
ensure that in the DocDescendants (children) the field 
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"actem" is not null. If it is null nothing happens, if 
there is a DocChild, and the field "actem" has an entry, the 
information form the fields "employee", "actem", and "apdate" 
are formatted and presented to the operator one line below 
and indented form the main document. 

PROCESS IMPROVE MENT REOTIEST 

The Process Improvement Request database is designed to 
facilitate process improvement throughout an organization. 
It is a repository of both ideas and the discussion revolving 
around them. This database also provides useful information 
to management teams about recurring issues and suggestions 
from any organization using this database. Each Process 
Improvement Request allows for automatic, electronic 
notification of an individual of the operator's choice. 
Responses are collected and grouped with the controlling 
document to which they pertain. From within the controlling 
document () Process Improvement Request form) management can 
securely assign an employee to research the request. The 
forms in the Process Improvement Request include the Process 
Improvement Request and the Request Response". The views in 
the database include the open process improvement requests, 
all process improvement requests, and requests by assignment. 

Referring to Fig. 53, upon selection of the database 
"Process improvement Request" from the module 16 of Fig.l, 
similar to the other data bases, the operator can select from 
the menu bar either "View" at 510 to obtain different 
arrangements of summary data, "Compose" at 512 which produces 
a sub menu for selecting among data input forms, "Edit" at 
514, which produces a form for editing the document created 
from the "Compose" selection, or "Return" at 516 to go back 
to main menu. 

Referring to Fig. 54, upon selection of "Views", the 
operator is given the choice of viewing all process 
improvement requests at 518, only the open process 
improvement requests at 520, and the requests, by assignment 
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at 522. In this database, as shown by Fig. 55, the "Compose" 
or "Edit" selection has but one process improvement request 
form at 524. A request response form at 526 is selected from 
the process improvement request form. 

Referring to Fig. 56 and 58, upon selection of the form 
at 524, the system automatically populates various fields of 
the form. A field "proreq" at 528 is populated by the term 
"Improvement Request Entry" which provides a label for the 
form. The current date is inserted in the field "targdate" at 
530. The field "respdue" at 532 is populated with a date 
thirty days from the current date. Both of these dates may 
be changed by the operator. The name of the person signing 
in to the system from "username" is inserted in the field 
"pro j lead" at 534; and the system populates the field 
"evalreq" at 536 with the words "Management Request 
Evaluation" which is the visual label for the corresponding 
portion of the form. 

The operator enters free form data directly into the 
fields "projtitle" and "projapp" at 538 with the name of the 
title of the project concerned and the approval authority. 
The operation of one of two buttons causes field "pstat" to 
write the word "Open" or "Closed" at 540. Field "projowner" 
at 542 is a required field populated by the name of a 
department that the operator selects from a pull down table. 
The fields "proD review" and "projteam" at 544 are required 
fields into which the operator enters free form text 
directly. The operator may enter free form data directly 
into the field "employee" at 546 or may populate the field by 
using a button labeled "Assign for Research" at 548. 

The form also includes several additional buttons to 
enhance maneuvering within the database. A button named 
"Notification at 550 opens the completed document a puts it 
in an E-mail message that may be addressed by the operator 
and sent. A button named "Edit Improvement Request" at 552 
Places the form in the edit mode to allow the operator to 
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make changes. A button named "Save" at 554 when operated 
stores the completed document provided that all the required 
fields are filled in, otherwise an error message for the 
invalid field appears. A button named "Log Request Response" 
at 556 places the "Request Response" form on the screen in 
the edit mode. 

Referring to Fig. 57 and Fig. 60, when the "Request 
Response" button is clicked with a mouse, the system 
automatically updates a field "displaysubject at 558 by 
populating it with the words contained in the "subject" field 
which provides a visual label for the form. The system 
populates the field "from" at 560 with the name of the person 
signing into the system, and populates a field "date" at 562 
with the current date. The form has a hidden field "original 
subject" at 564 which populates the field with data contained 
in the field "subject" in a document prior to the current 
edit. The operator enters free form data in the field 
"subject" at 566, free form data in the field "body" at 568. 
A button named "Generate Response" at 570, when operated 
opens another "Request Response" form on the screen in the 
edit mode. 

Auditing ManapPTqpnf 

The Process Auditing Management Database houses all 
internal process audit information. It is organized to 
automatically provide an audit schedule via the preparation 
of an audit planning document. Through this document it is 
possible to retain all documentation related to a specific 
audit organized and collated in a format easy to retrieve and 
understand. 

The audit planning database offers the ability to design 
and store checklists for various audits, manage internal 
audit findings, log observations, and automatically manage 
the internal audit schedule. It provides an automated method 
for departmental and organizational management to be 
recognized and be accountable for observations and findings ' 
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uncovered in the assessing process and to be accountable for 
the development, implementation, and monitoring of both 
corrective and preventative action plans. There are methods 
for managing the internal auditors, indicating functional 
area to ensure independence from functional responsibility. 
There are several forms which use the Revision and Security 
Control functionality referenced in Security & Revision 
Control. 

The "Audit" form is the planning and control document 
for this database, it is available from the "Compose" drop- 
down menu of the platform. All other forms with the 
exception of the "Internal Auditor Eligibility" form, are 
accessed from within this one. This form is where scheduling 
of internal or external auditors, audit dates, scope of 
audit, departmental management identification, noncompliance 
counts, observation counts, audit type, documents to collect 
for review, checklists to generate, and corrective actions to 
validate are planned and documented. 

Checklists are generated from within the "Audit" form by 
clicking on a button in the button zone. Each checklist 
generated is listed slightly indented and below the Audit 
Form record in the main database view. There is no limit to 
the number of checklists which may be generated for any given 
audit. Checklists are "responses" or document descendants of 
the form from within which they were generated. 

"Observation Reports" are generated from within the 
"Audit" form by clicking on a button in the button zone. 
"Observation" reports are made available to facilitate the 
improvement of internal processes in compliance with the 
Corrective/Preventative action clauses of IS 9000. 
Observation reports would not be filled out in connection 
with an observed noncompliance. Observation reports are 
"responses" or document descendants of the form from within 
which they were generated. Each Observation Report generated 
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is listed slightly indented and below the Audit Form record 
in the main database view. 

Noncompliance Reports are generated from within the 
Audit form by clicking on a button in the button zone at the 
bottom of the form. Noncompliance Reports are entered 
whenever there is a n to IS 9000, or any other standard, 
observed during an internal audit and which is also supported 
by objective evidence. Noncompliance Reports and Observation 
reports are "responses" or document descendants of the form 
from within which they were generated. Each Noncompliance 
Report generated is listed slightly indented and below the 
Audit Form record in the main database view. 

Corrective Action Plans are generated from within the 
Non Compliance Reports by clicking on a button in the button 
zone at the bottom of the form. Corrective Action Plans are 
generated whenever there is a noncompliance to IS 9000, or 
any other standard, observed during an internal or external 
audit and which is also supported by objective evidence. 
Corrective Action Plans and Observation reports are 
"responses" or document descendants of the form from within 
which they were generated. Each Corrective Action Plans 
generated is listed slightly indented and below the Audit 
Form record in the main database view. 

Internal Auditor Eligibility forms are available from 
the "Compose" drop-down menu of the form. This form offers 
the ability to manage the internal auditor roster by 
functional area to ensure independence of responsibility for 
processes being audited. For those organizations which are 
global in nature, and for which a global accreditation to IS 
9000 or some other standard is a requirement, this form also 
offers the ability to manage internal auditor availability by 
international geographic location. As internal auditing is 
most effectively handled as a collateral duty, line 
management information for internal auditors is also made 
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available through this form to those managing the internal 
audit process. 

Referring to Fig. 61, When the audit management module 
is selected at 20, the operator can either select "Compose" 
at 580 to produce a sub menu for selecting among data input 
forms, or "Edit" at 582 which displays different forms 
associated with the record being displayed to edit the record 
being displayed. The operator may also select "Views" at 584 
to select from a submenu different displays which were 
entered in forms in different arrangements, and of course, a 
"Return" selection at 586 to go to the main desktop. 

Referring to Fig. 62, the selection of "View" provides 
the operator with six different selections as follows- The 
operator can select at 588 a list of non-compliance reports 
arranged by department, a list of audits arranged by scope at 
590, a list of available internal auditors arranged by 
departments at 592, a list of internal auditors arranged by 
country at 594 . The operator can also retrieve an audit 
schedule at 596, and audit results at 598. 

Referring to Fig. 63, the selection of "Compose" at 580 
. gives the operator two choices, namely, an Audit form at 600 
or an internal auditor eligibility form at 602. The 
selection of the Audit form gives the operator three choices 
by operating buttons therein. These are the Non-Compliance 
Report form at 604, the Observation Report form at 606, and 
the Chcklist form at 608. A Corrective Action Plan form is 
opened from a push button contained in the Non-Compliance" 
report form. 

Referring to Figs. 64 and 65, the selection of the form 
Audit reveals several buttons. A button at 610 named ""Enter 
a Non-compliance" Action and opens the corresponding 
noncompliance report form and puts it on the screen in the 
Edit mode. This form is a response form and a child of the 
Audit form. The button at 612 named "View Non-Compliance 
Results" opens the "Audit Results" view, a button at 614 
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labelled "Enter An Observation" opens the "Observation 
Report" form and displays it on the screen in the edit mode. 
This form is also a response form, and a child of the audit 
document. A button at 616 labelled "Generate a Checklist 
opens the "Checklist" form, which is also a response form and 
a child of the "Audit" form. Field "astat" at 618 is a 
required field where the operator selects data from a pull 
down menu, which automatically populates the field. The 
operator may enter data directly or use a selection from a 
pull down menu at block 620. The following fields all 
require the entry of data by the operator. The operator 
enters required appropriate free form scheduled audit date in 
field "apdate" , the name of the manager whose department is 
being audited in field "mgrname", the scope of the audit to 
be performed in the field "ascope", the type of audit in 
field "atype", the name of the company for whom the auditor 
works at field "adtco", the identity of the documents that 
need to be reviewed for this audit in the field "docs", the 
identity of the checklists to generate in the field "chklst, 
and the entry of the corrective actions to verify from the 
previous audit in the field "verca", all as shown at block 
622 . Entry of data in the following fields is not 
compulsory. The audit completion date is entered in the 
field "compdate", the phone number of the department manager 
is entered in the field "mgrphn", the number of observations 
is entered in the field "obs", the number of major non- 
compliances is entered in field "Mncs", the number of minor 
non-compliances in field "mines". In addition the managers 
comments are entered in the field "mcomments, the auditors 
comments in the field "acomments", and a follow up audit date 
for this audit, all of which are shown in block 624 and in 
spaced arrangement on the form of Fig. 65. 

The form for determining the eligibility of the internal 
auditor will be described in connection with Fig. 66, Fig. 
67, and Fig. 68. The operator checks one of three boxes in a 
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field "isotrn" .at block 630 to determine whether the auditor 
has attended an ISO awareness seminar, had experience as an 
internal auditor for an ISO 9000 system, or attended classes 
and passed an examination to be qualified as an ISO 9000 lead 
assessor . The operator may enter data directly or from a pull 
down table the name of the department involved in the audit 
at field 632 and the country of the audit at 634. In fields 
"employee, manager" at 636, and fields "iaext" and "mgrext" 
at blocks 638 and 640, the operator must enter the data 
relating to the identity of the auditor and the internal 
auditors phone, as well as the managers telephone. 

The operation of the system in response to pressing the 
"Non-Compliance Report" button on the "Audit" form permits 
the operator to enter all information necessary to 
demonstrate non-compliance, and is described in connection 
with Fig. 69. The operation of a button named "Enter a 
Corrective Action Plan" at 650 opens a new "Corrective Action 
Plan" form and puts it on the screen in the edit mode. This 
form is a response form and a child of the Non-Compliance 
Report document. A button "Mgr's Acknowledgment" at 652 
populates the "revname" field with the name associated with 
the user identification. The system populates a field 
"subject-l" at 654 with data entered into "subject" field by 
the operator; and the system populates a field "department- 1 
at 656 with data entered in the "department" field by the 
operator. A field "standard" at 658 is populated by a 
particular ISO standard. The operator may enter a different 
standard of the series. A field "isopara" at 660 is 
completed by the operators entering of appropriate ISO 
standard paragraph numbers that have not been complied with. 
A field "cadate" at 662 has a default value of the current 
date. This may be changed by the operator. There are 
several required fields for the non-compliance report. As in 
other reports a "dept" field at 664 is required to enter the 
name of the department being audited from a pull down table. 
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A field "subject" at 666 is required to be populated by the 
operator entering the level of non-compliance or observation 
data. A field "objevid" at 668 is a required field, and is 
populated by a description of the objective evidence of non- 
compliance. If not objective, the information should be 
inserted as an observation. As in the previously described 
forms, if the required fields are not populated, the operator 
is unable to store the document in the system. 

Referring to Fig. 70, the pressing of the "Enter an 
Observation" button at 614 on the audit form, displays a form 
similar to the non-compliance report, and as in such report, 
the operator is required to select or enter the appropriate 
data in fields "dept" at 670, in ""subject" at 672, and in 
"objevid" at 674. The fields "standard" at 676, "subject-1" 
at 67 8, and "department-1 at 680 are populated by the system 
with the same information type as in the non-compliance 
report . 

The observation report include buttons named "Auditor 
Concurrence (joint 1)" at 682 and "Auditor Concurrence (joint 
2) "at 684, which populate respective fields with appropriate 
approval authority information as described in connection 
with the previous description of security and revision 
control. A "View Non-Compliance" list button at 686 opens 
and displays the audit results view, and a button "Review 
Acknowledgement" at 688 when operated populates the "revname" 
field with the user identification, also as described in the 
Revision and Security Control description. 

Referring to Fig. 71, in response to clicking on the 
button at 616 of the Audit form generates a checklist form 
wherein all fields are required to be filled in by direct 
operator entry. The operator enters in field "clause" at 690 
the appropriate ISO Standard clause paragraph number, and in 
a field "cltitle" at 692 the appropriate title of the 
particular ISO clause, and in a field "body" at 694 the 
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information about the clause that relates it to the audit 
checklist . 

Referring to Fig. 72, a form "Corrective Action Plan" is 
selected at 605. This form has a button "Edit" at 696, which 
permits the operator to make changes, and a button "Save" at 
698, which permits the operator to store the document after 
all required fields are completed. This form has a field 
"astat" at 700, which selects the status of the plan as being 
"Closed", "Due", or "Overdue", and the field "department" at 
702 , where the appropriate department name can be selected 
from a pull down table or entered directly. The system 
enters todays date in the field "tuday" at 704, and the 
operator enters in free form data, the action plan, the 
employees to be involved, and any other comments in fields 
"employee, "actpln", and "comments" at 704 and 706 
respectively . 

This database includes program instructions that checks 
to ensure that the form is not a Corrective Action Plan form. 
If it is not a Corrective Action Plan form, then the values 
in the fields "Form", "Subject", "isopara", "clause" and 
"Revname" are formatted and stored in the variable "Text", 
then the value of the variable "Text" and all the 
DocDescendants (children) are presented to the operator 
slightly indented and below the parent document in this 
column. If the form is a Corrective Action Plan form, then 
the values in the fields "form" and "actem" are formatted and 
stored in the variable "Text". The value of the variable 
"Text" and all DocDescendants (children) are presented to the 
operator slightly indented and below the parent document in 
the appropriate view. 

The database also includes program instructions that 
check to ensure that the form is not a Checklist form. If it 
is not a Checklist form, then the values in the fields 
"Form", "cltitle", "isopara", "clause" are formatted and 
stored in the variable "Text", then the value of the variable 
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"Text" and all the DocDescendants (children) are presented to 
the operator slightly indented and below the parent document 
in this column. 

The program instructions also check to determine that 
the value of "Subject" is not equal to a specified value. If 
it is, then the values in the fields "Subject", "", 
"isopara", "cadate" and "Revname" are formatted and stored in 
the variable "Text", then the value of the variable "Text" 
and all the DocDescendants (children) are presented to the 
operator slightly indented and below the parent document in 
this column. if the value of "Subject" is not equal to the 
specified value, then the values in the fields "Subject", and 
"Revname" are formatted and stored in the variable "Text", 
then the value of the variable "Text" and all the 
DocDescendants (children) are presented to the operator 
slightly indented and below the parent document in the list. 

In summary, the detailed specification describes a 
computer readable medium and system where the document 
management module 10 creates an audit trail by retaining 
previous iterations of a controlled document as a child 
document of a current document where it is possible to view 
the first issued document, subsequent changes to content and 
movement to "draft" status, then re-approval and reissue; and 
wherein a master list is automatically generated which 
includes a document number, title, review authority, approval 
authority, and titles, which is a vehicle for satisfying the 
requirements of Sections 4.5, 4.16, and 4.17 of the ISO 
standards as set forth in the referenced publication. 

The audit management module 20 provides an electronic 
trail of individual audit activities as well as audit 
schedules. A controlling planning document is created, and 
checklists, audit findings, corrective action reports, and a 
record of managements acknowledgement of audit findings are 
all maintained as child documents of the planning documents. 
Corrective action reports indicate current status (open or 
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closed) in a summary view, which facilitates follow-up 
auditory activities. The audit management module 20 also 
supports items which do not fall into non-compliance status, 
but may in the future. These are identified as observations 
and ties them to the audit in which they were found. 

Audit schedules are produced automatically by the system 
simply by planning individual audits and filling in the 
planning document. A list of all non-compliances by 
department is automatically generated just by filling out the 
audit report. Each non-compliance also references the ISO 
Clause against which it was cited and whether it was a major 
or minor non-compliance. This module also provides a listing 
of all conducted or planned audits by the scope of the audit 
to ensure that all clauses are covered within the prescribed 
period. To ensure objectivity, available internal auditor 
records by both department and country are maintained in the 
database to assist in planning. This allows the internal 
audit function to be moved to frontline organizations and 
assists in cross-functional training and propagation of 
information . 

Thus, the audit management module is a vehicle for 
complying with Section 4.14, as well as Sections 4.16 and 
4.17 of ISO 9000 standards as set forth in the referenced 
publication. 

The project management module 18 creates and audit trail 
for all project activities, and enhances on organizations 
ability to take advantage of lessons learned on previous 
projects . 

The controlling documents on all projects is the project 
definition document. All other documents relating to the 
project are child documents and retained as an audit trail. 
These documents are: Project Plan, Tasks, Project Issues, 
Task Issues, Meeting Minutes and requirement documents. 
Individual test results are logged from within the Test Plan. 
Test results are child documents of test plans. A user may 
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log an unlimited number of test results against any test 
plan. Project REview Meeting Minutes, Agendas, Action Items, 
and Status Reports can be logged from within the controlling 
document creating a clean, complete audit trail. 

This project management module is a vehicle for 
complying with Sections 4.2, and 4.4 as well as 4.17 of the 
ISO 9000 standards. 

The module Meetings and Reports 20 are handled by 
providing a controlling document for a particular activity. 
For meetings, the minutes of the meeting document is the 
controlling document. Meeting agendas and action items are 
child documents and can be maintained with the correct 
iteration for meeting minutes on any given topic. 

For Customer complaints, the complaint form is the 
controlling document. Action items for activities leading to 
resolution of the complaint are the child documents, and 
again are maintained with the specific complaint which they 
address. Dates on the Customer Complaint form auto populate 
for the user with date complaint was opened and a default 
complaint resolution date 30 days forward. The complaint 
resolution date is editable. Follow-up dates, activities, 
and comments sections are provided with an automatic tickler 
for overdue activities in the summary view. Action Items may 
be logged against complaints as child documents and as part 
of the audit trail. Key issues from the controlling document 
of each type: Meeting Minutes, Action Items, Customer 
Complaints, Status Reports, & Monthly Reports are presented 
to the user in a summary view for ease of reference. This 
prevents the need to open each document for later retrieval 
of information. Each iteration of the document is kept under 
the topic heading in reverse date order to ensure that the 
most recent information is readily available to the user. 

Therefore, the meetings and records module is a vehicle 
for complying with Sections 4.2, 4.14, 416., and 4.17 of ISO 
9000 as set forth in the referenced publications. 



BNSDOCID: <WO. 



) 971 2311 A2_l_> 



WO 97/12311 



PCT/US96/14673 



55 



Action Items in any database have an automatic status 
field which shows the action item as "Open" until the due 
date has come and gone. Then the action item status 
automatically changes to "OverDue." Closure of the action 
item files it under closed actions, but a flag is set 
indicating that the action was overdue when closed. 

These items are a vehicle for complying with Sections 
4.14, 4.16, and 4.17 of ISO 9000 standards as referenced. 

The meetings & Reports module can also function as an 
Executive Information System. The summary view provided in 
this module allows as an executive to assess current 
activities and ongoing initiatives by looking in a single 
place. Only open and active action items are shown in this 
view. Closed actions are retained, but presented in a detail 
view, not the main Executive Information View. Used as an 
information system, this module eliminates the needs for 
meetings solely to impart status information. Meetings can 
then be used as problem solving or pro-active planning 
sessions enabling a more efficient use of time. 

The training management section allows a management team 
to quantify both the capability and proficiency of employees 
in areas of expertise gained only through on the job training 
as well as through formal internal or external training 
classes . 

This is constructed in such a way as to allow an 
employee transferring within an organization to take all 
training records, including on the job training and 
subsequent proficiency ratings with them into the hiring 
organization. 

Logging completed training is accomplished by clicking 
on a button on the control document. A new form is presented 
to the user and both the employee and supervisor's names are 
automatically provided by the application. 

An action plan can be developed by management to 
increase proficiency levels either across an organization, 
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across a shift (by supervisor), or at the individual level. 
This can be done by individual process, related processes, or 
benchmarked against a formal development plan. 

Multiple career development plans can be created for an 
employee. Fields on this form such as the employee and 
supervisor's names are automatically filled in by the 
application to reduce required typing. The career 
development plan is to assist a manager in develop their 
employees into career growth within the company. it is a 
tool used to chart an employees 's professional growth from 
year to year. A record of management's and the employee's 
comments is maintained for future reference. 

Within the Training Management portion, multi-functional 
team planning tools are also available. The user is 
presented with a listing of all skillsets available (gained 
both through on the job training and formal instruction) and 
the employees with expertise in that specific discipline. 
This enables the formation of cross-functional teams with the 
requisite expertise to get the job done. 

This portion of the program is a vehicle for complying 
with the management review requirement of Section 4.1 and 
Sections 4.2 and 4.14 of ISO standards as referenced. 

The training management documents are exemplified by the 
Job Description document is configured in such a way as to 
facilitate an employees maintenance of all training records 
including on the job training and subsequent proficiency 
ratings into the hiring dept. Within such documents multi- 
functional planning tolls are available, such as a listing of 
all available skillsets gained both through on the job 
training and formal instruction. These documents are a 
vehicle for complying with Sections 4.2, 4.9, 4.16 and 4.18 
of the provisions of ISO 9000. 

Review and approval of individual documents is done by 
clicking on a mouse on a bottom provided in the document 
control section of each document. Approval of a document 
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automatically removes it from the list of documents awaiting 
approval . 

Unapproving a document pending content document is also 
done by clicking on a button* When a document is unapproved, 
ti automatically reverts to draft status and is added back 
into the list of documents waiting for approval. The Quality 
Manual is held within the Documentation Management Module. 
It is organized in such a way as to be able to dynamically 
manage changes without the need to re-issue the entire manual 
for small changes. The phrases "Printed Copies are 
Uncontrolled Documents" and "It is the responsibility of the 
user to ensure that they are using the most recent version of 
this Document" are embedded into each controlled document. 
This eliminates the need for a revision control process for 
pointed material. 

Throughout the entire system embedded help is available. 
The embedded help assists a user in determining which 
information should be data-filled in the various fields. In 
some cases the embedded help assists the user in formulating 
plans, ensuring the addressing of issues and filing documents 
after saving. This feature is common throughout the system 
and is a vehicle for complying with ISO Clauses 4.9 and 4.18 
of the referenced publication. 

The foregoing structure and function are vehicles for 
complying with Sections 4.2, 4.5, 4.9, 4.16, 4.17, and 4.18 
of the ISO 9000 standards as in the referenced publication. 

It will be apparent to those skilled in the art that 
various modifications and variations can be made in the 
computer readable medium and the method and system of the 
present invention without departing from the spirit or scope 
of the invention. Thus, it is intended that the present 
invention cover the modifications and variations of this 
invention provided that they come within the scope of the 
appended claims and their equivalents. 
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WHAT TS CLATMF.n 

1. A computer readable medium having a program for 
establishing and maintaining documented procedures to control 
all documents, data, and records to demonstrate conformance 
to specified requirements and the effective operation of a 
quality system including procedures for planning and 
implementing quality audits, said computer readable medium 
comprising: 

a plurality of stored forms to create documents 
related to different business activities by entering data in 
arranged fields of the form; and 

a plurality of program instructions including 
instructions configured: 

to create a first document by entering data in a 
plurality of fields of a corresponding one of the plurality 
of first forms, 

to store the first document, 

to list the identity of the first document, prior 
to approval, in a list of documents waiting approval and a 
master list of documents, 

to display the first document to permit an operator 
to edit data in a first portion of the plurality of fields of 
the first document to create a current document, 

to maintain data contained in a second portion of 
the plurality of fields of the first document in 
corresponding fields of the second document together with 
data in the first portion of the plurality of fields to 
complete the current document. 

to link the first document and the current 

document , 

to update the status of the first and current 
documents, and 

to indicate the storage of the first document upon 
a subsequent display of the current document to maintain an 
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audit trail that includes a previous view of the first 
document . 

2. The computer readable medium of claim 1 wherein the 
plurality of program instructions to update the first and 
current documents comprise instructions configured: 

to remove the first document from the list of 
documents waiting approval, 

to list the identity of the current document in the 
list of documents waiting approval and the master list, and 

to remove any approval designations from the 2nd 
plurality of fields maintained in the current document. 

3 . Th e< computer readable medium of claim 1 wherein the 
Plurality of program instructions are configured: 

to require the insertion of data in designated 
fields of the current document, and 

to prevent the storage of said current document 
without populating the designated fields. 

4. The computer readable medium of claim 1 wherein the 
plurality of program instructions are configured: 

to require that a field dedicated to the 
identification of an ISO 9000 clause pertaining to the 
current document be populated as a condition precedent to 
storing the current document. 

5. The computer readable medium of claim 3 wherein the 
plurality of program instructions are configured: to include 
instructions to identify in a viewable list selected fields 
other than said designated fields lacking the entry of data. 

6. The computer readable medium of claim 4 further 
comprising: 

an identification and traceability matrix of ISO 
requirements, and wherein the plurality of program 
instructions include instructions to identify documents and 
related ISO requirements, and 

to associate the related requirement with the 
document at least while said document is waiting approval. 
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7. 



The computer readable medium of claim 1 wherein the 
second portion of the plurality of fields of the first and 
current documents each include a portion having fields 
dedicated to entry of data relating to security and revision 
control of the first and second forms. 

8. The computer readable medium of claim 1 wherein the 
instructions to update the status of the current document 
mclude designating draft status in text on the current 
document prior to final approval, and removing the draft 
status text upon final approval. 

9. A computer implemented method for establishing and 
maintaining documented procedures to control all documents 
and data to demonstrate conformance to specified requirements 
and the effective operation of a quality system including 
procedures for planning and implementing quality audits, 
comprising: 

storing a plurality of forms, each having a 
plurality of fields, when populated to create documents 
relating to a particular organizational activity by entering 
appropriate data in arranged fields of the form, 

entering data in one of the plurality of forms to 
create a first document; 

storing the first document in memory; 

identifying an approval status of the first 

document ; 

displaying the first document; 

entering data in at least one of a first plurality 
of fields of the first document to create a current document; 

maintaining in the current document data populating 
at least one of a second plurality of the fields in the first 
document to complete the current document; 

linking the first and current document with the 
first document being a child of the current document; 
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updating approval status of the first document and 
providing a document approval status to the current document; 
and 

indicating existence of the first document when 
displaying the current document to generate an audit trail of 
the current document. 

10. The computer implemented method of claim 9 wherein 
the updating of the first document and providing approval 
status to the current document comprise: 

removing the first document from a list of 
documents waiting approval, and 

listing the identity of the current document in the 
list of documents waiting approval. 

11. The computer implemented method of claim 10 wherein 
the updating of the current document further comprises: 

identifying the current document as a draft 
document when displayed as a document needing approval and 
including the document in a list of documents waiting 
approval. 

12. The computer implemented method of claim 9 
comprising: 

requiring the population of designated fields of 
the displayed current document, and 

preventing the storage of said current document at 
times when the designated fields in the -displayed form are 
unpopulated. 

13. The computer implemented method of claim 12 
comprising : 

identifying in a viewable list selected fields, 
other than the designated fields, lacking data. 

14. The computer implemented method of claim 9 further 
comprising populating a selected field of the current 
document with selected clauses of an ISO standard to relate 
the document to said clauses. 
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15. The computer implemented method of claim 9 further 
comprising: 

associating documents with applicable ISO 
requirements from a traceability ISO matrix. 

16. The computer readable medium according to claim 1 
wherein the one of the stored plurality of forms is a form 
dedicated to documenting critical computer procedures and 
critical computer systems used in the business activity, said 
form, comprising: 

a first field requiring entry by an operator of a 
short description of said one of the critical computer 
process and system with which the form is concerned: 

a second field dedicated to entry by an operator of 
data indicating whether or not the one of the process and 
system would be able to be recovered in the event of a 
catastrophic occurrence; 

a third field dedicated to required entry of a time 
period to recover the process and system; 

a fourth field requiring entry by the operator of 
reasons why one of the process and system is non-recoverable 
for the time period entered in the third field; 

instructions configured to prevent the document 
from being stored in the medium in the absence of data in the 
third field; and N 

instructions to prevent the document from being 
stored in the absence of data in the fourth field when non- 
recoverable is entered in the second field. 

17. The computer readable medium according to claim 1 
wherein the current document is an agenda of a meeting 
relating to the activity, the current document, comprising: 

a first field populated by data entered by the 
operator identifying the sponsoring department; 

a second field populated by data representing a 
title for the meeting; 
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a third field populated by data entered by the 
operator identifying the names of the persons attending the 
meeting; 

a fourth field populated by a name from the 
username field at sign in; and 

a fifth field populated by data from the second 

field; and 

a plurality of free form text fields populated by 
the operator with data describing the issues, comments and 
business of the meeting; and wherein the first document is 
minutes of the meeting. 

18. A^computer readable medium according to claim 1 
comprising, 

a plurality of lists of created current documents 
and all previous documents as children of the current 
documents, said plurality of lists including 
a master list of stored documents, 
a list of stored documents waiting approval, and 
a list of stored documents and ISO standards 
clauses related to each respective document in the list. 

19. A computer readable medium according to claim 1 
wherein the plurality of program instructions comprise 
instructions, 

to remove entries relating to approval of the 
current document subsequent to approval thereof and to add to 
the current document data indicating that the current 
document is a draft document in response to an instruction to 
unapprove the current document. 

20. A computer readable medium according to claim 1 
wherein the first and current documents constitute a 
personnel job description form. 

21. A computer readable medium according to claim 1 
wherein the plurality of instructions is a vehicle to 
demonstrate conformance to Section 4.5 of ISO 9000 standards. 
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22. The method of claim 9 wherein the one of the' stored 
plurality of forms is a form dedicated to documenting 
critical computer procedures or critical computer systems 
used in the business activity, said method comprising: 

entering a short description of said one of the 
critical computer process and system with which the stored 
form is concerned: 

entering an indication of whether or not the one of 
the process and system would be able to be recovered in the 
event of a catastrophic occurrence; 

entering a time period to recover the process and 

system; 

entering an explanation of why one of the process 
and system is non-recoverable for the time period entered in 
the third field; 

preventing the document from being stored in the 
medium in the absence of data in the third field; and 

preventing the document from being stored in the 
absence of data in the fourth field when non-recoverable is 
entered in the second field. 

23. The method of claim 9 wherein the current document 
is an agenda of a meeting relating to the activity, the 
method comprising: 

entering data identifying the sponsoring 
department; 

entering data representing a title for the meeting; 
entered data identifying the names of the persons 
attending the meeting; 

entering a name from a username field at sign in; 
entering the data populating the second field; and 
entering data in free form text with data 

describing the issues, comments and business of the meeting; 

and wherein the first document is minutes of the meeting. 

24. A method according to claim 9 comprising: 
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creating a plurality of lists of created current 
documents and all previous documents as children of the 
current documents, said creating of the plurality of lists 
including: lists 

creating a master list of stored documents, 
creating a list of stored documents waiting 
approval, and 

creating a list of stored documents with ISO 
standards clauses related to each respective document in the 
list. 

25. A method according to claim 89 comprising: 

removing entries relating to approval of the 
current document subsequent to approval thereof and adding to 
the current document data indicating that the current 
document is a draft document in response to an instruction to 
unapprove the current document. 
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Form: Work Instruction 

Fields: SCOPE, FREQUENCY, PROCESS, WRKINSTRUCTIONS, LASTEDITOR, TIMES MODIFIED', 
IMODI! 
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Ffetto updated 
by Both Ihe 
System and 
the. Operator 





Hlddvn F*d: AUTHOR 

AutomLicslEf popul&lad 1rorn 
1ha UBarnsnue Elgn-lft tfeLfl. 









FifcW: DEPARTMENT 








pulUd&ATt table. 







1 



3?* 



Fteld: DATE 

Upenrfer #rrttre a crufredrt 
Cfrfe. System niedfltea 
rsate and dlBpteyB the 
frtiorirorth MJPiD»r ilc. 
OB -) ontftt>e cusrent year 
(i.*., 951. 



FteW: DEfAfmftENT.t 

Data 4n the 
DEPARTMENT IteW 
*yvtem ccqjied into this 
frttld. 




Fvltfe: KISSUES, 
CRJLTFAC, IMP. 
REVTftNO. 
QAISSUfcS, 
RESOURCES, 
COMPLAJNTS. 
MISCEL, COMMENTS 




FIG. 38 
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Monthly ■porta Form 



PCT7US*M4$T3 



Dt&t.; : Dfcparaintnt [ 



AciThor: r Author j 



PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 



Kb/ Inaucs: * K issues 



Critical Sue cm 3 Factor*: 



; Jmp i 



fie versa Tr^nd*: 



j q«is*L/« j 



• Resources • 



Customer Cencernra & Jrtqtiirin* llntvrno) & Ex\btpoH; 



! Defrertmem^l j 
Monthly Report 



For the Momfl of ! DATE : 






BNSDOCID: <WO 971231 1APT1 > 



WO 9-7/12311 



Morrttily Report* 4 



Gtosral Bosin*MT 



: mhcd ! 



Cam mania: 



UjSdate/ViBw Action frems 

It rs the responsibility of xhe user to an^re that i hey * re using th* tetest version of 
Document. 

© Cppyrigtn 1994, 15W C*6** * w, frrc. jU rt*h* rw«n.*d. 
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[Screw layout as fhown cn tUm Edrt rr>od«J 



PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 
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Mottftly Report 
F^r tha Month of 08/95 



Critical &ucc«av Factors; 
Process Improvement^! 
Re versa Trend* : 
Proce» Menflgernertt Issuer: 

& PfrfSOrtrtfcJ: 

Customer Concerns & finquiriqs Hnternal & External): 



Comments: 



F Y° 



© Cttpi*»M 19*4. 1*M <U*&* & I i . Inc. Af nffru n 
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farms in dihcrmi 



\ 



Chaice* 



FIG. ^2 



EOrtrftp lBM*t piace nine 
{unique FarYKltt*C*tl90 wtfn 
tna mere) which, is scociftrJ 
oy rntrtflUlBSng IT* curnenl 
CWI V^tw Tne current viftw 
v Iru? «n* ■ «e*D dunng 
1ns susian *r 1Fl6 *U 0n« 
lul*4 in <ne- previous ifrtwon. 



\ 



£ubMeoi; 



FIG. 41 



/7< 
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Operator uses the mouse 
point-and-click feature to 



activate the button titled 



<*4 



"Approve Joint 1°* evjZ 




2* 



System enters the 
operator's usemame (from 
sign-In) Into the field 
APPNAME. 



*-~7 



System datafiits the 
APPDATE field with the 
system date and time. 



1/ 



System removes the first 8 alpha 
characters from the SUBJECT field. 
This action is Intended to remove 
the characters "DRAFT - ~ which 
were system inserted when the 
-Draff document was created. 



T. 



The modified Information 
In the subject field is 
copied to the field 
DOCT1TLE by the system, 



2// 




2/3 
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Operator uses the mouse 
polnt-and-click feature to 
activate the button titled 
"UnApprove" 




System removes all data 
from the fields REVNAME, 

APPNAME, APPNAMEjl, 
APPNAME_2, APPDATE.1. 
and APPOATE_2. 



System adds 6 alpha 
characters -DRAFT - " to the 
SUBJECT field. 



T 



in 



The data in the SUBJECT \ 
field (these 8 characters: 
DRAFT - ) is copied to the^ 
field DOCT1TLE by the 
system. 



6 



BNSOOCID: <WO 971231 1A2J_> 



WO 97/12311 



PCT/US96/14673 



"Compose" or "Edit" 

Personnel Job 
Description" Form 




/7V 



1> 



Form: Personnel Job Description 




Fields: DATE. JTTTLE, DPTNAME. STITLE. 
DPTNO, ESUPVS. EXNON, PURPOSE, 
JDUT1ES. EFUNCTS, PREEXP. M1NEDU, 
CW1DE. SIGINF. DIVWIDE. OCCASREV, 
DPTWIDE. REVFREQ, LIMITED, MONITOR. 
PRESCRIB. DISABLED. ANALYZE. ASSIGN, 
QUESISS. BROADDOBJ 



FIG. 17 
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Personnel Job Description Form 
Refers nco Figure S 

OCRSE CT 

Dement R.fei.nco Numt**: RiM Oocumsnt Trtie: ■ MM Revision Level RwM 
Rotated ISO Clause. ' dauio i 

The ISO Clause Fl.W U • roqulrod H«ld. II you are unsurs wn.t to enter, contact your facilitator 
Oocumoni Owner Tl«#(Mftin t : a^pauih Ooportm.ni lubciaw Security Claasiticaion caciaaa 
P1.ee your cursor In tho ibov Hot ds'and pr es. enwc. select from th. liel provide, or odd a now Keyword 
Document Owner T.Oo (Joint 1 ) appautTQ 

Piece your cursor In the ebove field .nd proe. enter, .loci from the Itet provided, or odd o now Keyword 

Document Ownor Tlrto < Joint 21 : appauff.2 

Placo your cursor in the ebov. ftold .nd prooo onto r. aetoct from the Hot pr«Wed. or odd a now fc.yword 




Comments: common* 



two: Su bject i 

Enter tho titlo ol your document one specv . * th. right ol "Draft - " 

coioojory: Categones : 

Pl.o. curooTm th- »»oW .no prooo onior. aelecl from the Hot provklod. or odd o now keyword 

Pl^our^crjn^ provWod. or odd . now Keyword 

UnApprove i | Chanpe R evistjon Level; .Y.*?.^.^??.^.^! 

japptoctt 

Reviewed By- Rovnamo 

Approved By (Main) ■ Appn ame Position: appprjo 
Approved By (Joint 1) :| Appnam o^i _ Position: appaM_l ' 
Approved By (Joint. 2) : I Appnamo. 2 Position: appbte 2 . 
DCR8ECTL1 J 

ApprovT(Mai^^ i^ ' Approve (Joint, 2)\ 

emplfov 



i Review Acknowledgement | 



PRINTED COPIES ARE UNCONTROLLED DOCUMENTS 

Oato: date i — 2- 34 



Job Titles . — 2. 3 g 



Dept. Name: riptnmmo i 
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Tlilo • Sup#tvi*or: &lifia 



.^X"3& Dopt.* 



Purpose 2-^7 



Essential Functions: 



Purport at Job 



efuncts 



Minimum pr«v»u* •vp«rt»nco rsqutrod lo perform tho job. 



proexp 



■2 5-2. 



Minimum education l«v*l required lo perform th« fob. 



minoou . — 5* 4 



rrrrnrr nc ntrngB 
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Company Wide Sttldft 

- - Reviewed Occasionally 

Division Wide fly*" d * 

Reviewed Frequently 

Department Wide dptwifle 



SIgnrftcantiy/lnfrequently Peviowed ^ 



Limited to Employee's Specific Job tixnma 
Function 



Closely Monitored 



j fl rofwam rj Wtlft II 1 "" «tit>*»wt«ofv reirmnftlhllltv only. ^2 6^ 

Procedures ana methods to do loiiowoo are prescnbad QMSCOfi_ 

Standard procedure as are prescribed, but alternatives are avauaw© and some oecrsions made. aagaaflflft I 



Must analyse rocss-dotormme actions within broad pobcy Umim ] aaa ttl* I 



Assignments regularly checked by Supervisor 

Work performeo under standard procedures - questionable issues referred to Supervisor 
Work psvlo/med under broad objectives - unusual Issues referred to Supervisor 

© Copyright ISM Cable ft Wlreleee, Inc. All rights reserved. 
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broftriobl") 
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Hama ot Stud ami Caorpe trt ep h « ni Jr. Chuoeafate Coal Center: Cwrenl Supervisor : Jonna UoFertand 





Ctaee or Proem; 
O Praceae 
OlMMulCtiti 
0 EioecnaJ C*eee 




Completion Oele 
(MM-DD-YY): 


AouenPlen: 


Statue: 

Laoend: 
Aoeeunt 
Prouoteri 

job 

Expert- 


0" Accountable 
C Expert 

■fate - Hm been trained 
* * Ueee sMS tuwwiMy In 

Can frsto otf*r» properly 





UeerTfp: 












Be euro to tin In d 


teOroup. 










(PoelltontheCun 


tor in me Group field an 


dPrHtEntor.M 


•el a group or 


itry lffom Met provided or an 


lar a near group 


name In the apeoi 


iprovNlodJ 









lnln^UnapentM Record 



Name: Department: Coat Canter: 
Curt eat Supervteor: 
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I^fdr. /rp 

/ 

Cable & Wireless 
Employee Development Planning 
Strategy & Analysis 

Devrtopment Plan lor Year: Employee: George Stephens Jr. Current Supervisor: Jonna 
McFarland 

3 Year Career Goal: 

Planned Development Activities: 



Class, Seminar, or Project Title 


Development Purpose 



































Employee Comments: 



Manager's Comments: 
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"Compose" or 
"Edit" "Process" 
Form 



Form: Process 



Fields updated 
by the Operator 



Fields updated by 
both the System and 
the Operator 



Field: FREQUENCY 

point-and-click buttons that enter "As needed", 
"Daily". "Weekly", "Monthly". "Bi-Monthly", 
"Quarterly" 



Field: OEPT_1 

System Copy Subclass 

The system copies the data to this field 
that the Operator entered earlier into Field 
SUBCLASS (See Security and Revision 
Control for that activity). 



Fields: SCOPE, 
PROCESS. 
WRKINSTRUCTIONS 

Operator writes free 
form text or graphics 




Field: PROCT1TLE 
System Copies Subject 



FIG. 19 



3i 
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Proem* Form 
Re* erenoo Figure 6 

DCR8CCT 

Document Reference Number : Refno Document TtBe. oocttie Revmon Level Rtvtv! 
Rotated ISO Clause ciajj»# 

The ISO Clauee Field I* a required (kM. II you are uneure whai lo •our. contact your facilitator 
Document Owner Title (Main)- appauth Department subclaaa Security Qoaartlcaoon aeeiese 
Place your euro or in lha abova Holds and prose enter, select from lha Ust provided, or add a now keyword 
Document Owner TO© (Joint t ) . VP^*ol 

Piece your cur* or in lha abova Hold and proa* anlar. select Irom lha Hal provided, or add • now keyword 

Document Owner Tide (Joint 2) : appamh_2 : 

Place your cursor in lha abovo Hold and press enter, aalaci from lha Hat provided, or add a near keyword 
Comments' comment i 
Tine: Subject 

Enter the title ol your documani one apace to the right of "Draft - " 

category: Categories * 

Place your cursor in tha abova llafd and press enter, select from lha list provided, or add a new keyword 
Place your curs or In the abova Paid and preea entar . eoioct from the Oat provided, or add a new keyword 

UnApprovTi i Change Rcyteton LeveTji Vtew faster List] 

la ppaeot " 

Rev i ewed By: Pevnamo 

Approved By (MaJni : Appnome Portion: [ oppoDo • 
Approved By (Jomt 1) :| A^nemO^ Position; appDoa,l 
^ Approved By (Joint. 2) :j ^na/rtej* Position appfii 2 
rDCRBlXTT" 

Approve (Main)- /^rove (Joint, l)lApprove (Joint. 2)| 

affipwev 

, Review Adtnowl^gementj 
\ docbody 



PRINTED COPIES ARE UNCONTROLLED DOCUMENTS 

Cable & Wireless, Inc. 
proctHle 

1.0 Scope 
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scope 



^ 2 78 



2.0 Frequency 

frequency ^ 2- ~?t> 
3,0 Process 
, Process — 2. 
4.0 Related Work Instructions 

wrfcinst ructions — - - -2. $ % 

©Copyright 1994,1995 Cabl» 4 Wlr«l»ss. Inc. All rl 9 ht« rowv«d. 

' t t*::-?n\ f \a\az ; LastEditor TimesModHied ' Imodi 





he 
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/7o 



"Compose" or 
"Edir "Work 
Instruction" Form 



Fields updated 
by the Operator 



Fields updated by 
both the System and 
the Operator 



Field: FREQUENCY 

potnt-and-click buttons in turn enter "As Needed". 
"Daily", "Weekly". "Monthly". "Bi-Monthry". 
"Quarterly", into this Field. 



Field: DEPT_1 
Copies from Subclass 



Fields: PROCESS. 
WRKINSTRUCTIONS 

free form text 



Field: PROCT7TLE 
Copies from Subject 



FIG. 21 



9© 
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Work tnttruotion Form 
Reference Figure 7 

OCBSECT 

^.R^N^.P^ Documents, doctoe _ Rrv»«n Levi. KevM ; 
Related ISO Claw ' ctDUM i 

1*. ISO CUU.- F.ridT.'.7S,«...d MM. " yo« .r. un.ur. , «hM .o .our. cnue, y.«r ^elHU.T 
Oo«T,^Own<,rT.H.«M.n,: : a^u^Ooponm^,: .Jbcjju. S.«nty OMMmn 

eu-o, In ft. ^o ^^ *™ - « P~— • or~» >.y~,« 

Document Owner TUJe (Joint. 1 ) : oppeut* .1 

^T your m ft. .*»v. liiiiiiidprw* — • O™*" °' ' "~ 

Document Owner TWe (Joint 2) : aPPauffuZ j 

^TZ r cu „c tn u,. *.m - •» „.ov».d. o, . „~ Myw.r- 

Comments common* ; 

TTtie: Subject i 

£nlt in* title ot yo ur docum ent one .pete to the right ot "DruM - ** 
Celepory: Categories ' 

Piece your cur^Tin^e^v. "H end preee enter, .elect hxm the H.I proved, or edd . new Keyword 

Piece your ou reor tn th e e*ove field end P*~» — r. eeleot fromtheU-l provided, or edd . new K.yword 
AU**f: 

Un^rove l j Change Revision LevelijView Matter List] 
'efpeect. 

Reviewed By: Kevneme^ 

Approved By (Mem) : "Xppneme Position. . oppttOo 
Approved By (Joint 1 ) : , Appneme.^ Poeition: . appMe 1 : 
Approved Bv (Joint. 2) ! Appnamo ,2 Portion: appmle.,2 
PCRSECT.1 ! 




Approve (rvteTnTljAppfOve (Joint. 1)1* Approve (Joimj) 



.22 



Review Acknowledgement! 



?RIN 



TED COPIES ARE UNCONTROLLED DCCJMEMT; 

Cable & Wireless, Inc. 



proctitte | 



1.0 Purpose 
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scope 

2.0 Frequency 
frequency 
3.0 Task 

Process 

4.0 Records 

wrkinsl ructions 

©Copyrlghi 1994,1895 C*bl# * Wir**»* tne. All rl^hi* r«»«rv«d. 



J nsoen vos: LastEditor J TtmesModified : Imod 
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FIG. 23 
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FIG. 24 
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Records 
Management 
Database 



"View" from Menu Bar, then 
"By Category" 



Mold pointer to desired 
Meeting Minute record 



i 



"Compose". from Menu Bar, 
then "Meeting Agenda" 
from pull-down menu 



an 



SCO. 



3°Y 



Meeting Agenda Form 
appears on screen. 



Fields updated by 
the System 




Hidden Field: AUTHOR 

Automatically populated from 
the Usemame stgn-in data 



5' 



Fields: TITLE_1 

Data in the 
MGTTL field is 
system copied 
into this field. 



■ Data entry me***H - 



Fields updated by 
the Operator 



Field: DEPARTMENT 

Operator enters data from a 
pull-down table selection. 



3" 



Field: MGTTL 

Enters data from a pull* 
down table selection. 



Fields: DATE. 
EMPLOYEE. 

MISCEL. 
COMMENTS 
fill form free 




FIG. 25 
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Dept.: j Department %/* ^ 



Meeting Agenda 
(Screen Layout showing Field Names and Field Label Names) 

ii 



Meeting Title: mgttl \t/ 



Author: \ Author iflS* 



PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 

Cable & Wireless. Inc. 



Invitees: ; employee i 



Title 1 



Meeting Date: I DATE 



Agenda 



General Business: 



■ miscel 



Comments : 



comments 




Update/View Action items 

It is the responsibility of the user to ensure That they are using the latest version of 
this 

Document. 

© Copyright 1994.1996 Cmkdm A WWdm, inc. AJI nqht» w r v d. 



no 
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Meeting Agenda 
(Screen Layout as shown in the Edit mode) 

Dept.: 

PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 

Cable & Wireless. Inc. 

Meeting Date: 
Agenda 



Invitees: 

General Business: 



Comments: 



Copyright 1994. 1396 Cabta & W timrnrn. Inc. AM rigrra tmmmntmd. 
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FIG. 28 
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System data 
entered vito 



Htfden Field: DEPARTMENT I 
Pooutateo dv data trorr. 
DEPT. 



Hidden Field: TREVAUTH 
Populated by the system from 
Lrsemame ajpn-m data. 



■or 
"CocnpWnr* 



Form: Action leem 



l 



Operator oata 
entered directly 
into field 



Field: TUDAY 
Automatically 
populated by tfte 
system from tne 
System's data 




H V 



\ Fieto ACTPLN 

I uoerator enters tne 
i aaron oian aata 



.1* 



Field: ASTAT (Required ) 

ODerator cnooses any lef 3 radio 
buttons associated. T ne selection will 

cause tne svstem to wnte tne word 
"Closed", "Due \ or "Over Due" mto tne 
field. 



Fieid COMMENTS 



Uoerator enters comments 
nere 




! Field APDATE 

! 1 ne svstem adds 30 oavs to tne 
i oate comameo m field TUDAV 
ana wmes tne result nere 



I 



Field: ASTAT 
Tne svstem wilt enanoe tne 
status entered Dv tne uoerator 
oaseo on ororeet oate m relation 
to tne svstem date. See 
Syneosts tor details 



\ 



?ieid: ASTAT 
Tne avstem sencs 
a messaoe to tn* 

emoiovee 
assrsnea tne tas*. 



\ 



\ 



Field: DEPT 



Pulldown tables 
selection. 



V 



FIG. 29 
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(Screen Layout showing Ke/d Names and Field Label Names) 



Department If Ptvuth , 



Date Entered otto Log: I today ^ 



33^ 



Assigned To: : Employee I 



Action hem: 



actem 



Due Date 



IMM-DD-YY): apdste 



33? 



Action Han: 



; actpln j r* 



Status: j astat 



Comments: 



; Commnts 'r~ 3>2^Sr 



Dept. : ! Dept f 



& Edit Action Item Save Chano** ^ 
£ Aeeign Action Item Create New Action Item 



INSTRUCTIONS 

Be sure to fill in the Dept. 

(Tip: Position the Cursor in the ReJd and Press Enter. Select Department from List provided.) 



C opyright 1394, 1336 Cable & Weeieee. inc. Ail nghte 
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(Screen Layout as shown in the Edit mode) 
Date Entered into Log: 09/19/95 Assigned To: 



Action ft em: 


Due Date 

IMM-DD-YY): 10/19/95 


Action Plan: 










Status: ; •*_*' Closed 






— ~S ^ Due 






; w' Over Due 



Comments: 



Dept. 



Edit Action Horn Save Cnsnoe* 
AMtgn Action item Create New Action Item 



INSTRUCTIONS 

Be sure to fill in the Deot. 

(Tip: Position the Cursor in the Field and Press Enter. Select Department from list provided.) 



Copyritfn iaS4. 19SS CM. * W . ri — . me. Ml tigta 



7 C 



BNSDOCtD; <WO_9712311A2_l_> 



WO 97/12311 



PCT/US96/14673 




Form: Complaint 



r 



System data 
entered into 
fete 



• Dau entry method • 



Operator data 
entered directly 
into field 



Ooerstor and 
System data 
entered mto 



Hidden Field: OPERATOR 

Populated from Usemame 
sign-m data. 



I rtetos: CALLNAME. AC. NXX. STANO. CALLTTL. 
CONAME. DEPARTMENT. KISSUES. EMPLOYEE. 
ACTEM. COMMENTS 



AS 



si/ 



Hidden Fetd: DATE 

Automatically populated from 
the Systems s data 
information. 



Field: APOATE 

Adds 30 davs to the date 
containeo in field DATE 

Tne operator may change the 
data in this field. 



Field: ASTAT 

Pomt*and*click to checK one of three 
pre-farmaneo cheat poxes tnat in turn 
enter "Open". "Resolved*', or "Closed" 



34 & 



A/ 



Hidden Fie to 
LEDATE 

Populated dy the 
system with the 
date the record 

was last modified. 



Field; COMPTYPE \ 

Pomi-ano-dicK cnecK i of 7 ore-tormaneo i 
cnec* coxes mat m turn enter "Counesv 

"Responsiveness". "Service Qua nr. 
"Billing inquiry". "Order inauiry", "(nierr.s 
or "Other* mto this field 



Field: FUOATE 

Every time the form 
is edited and saved* 
cacuiates when 
foUowup with the 
customer is needed. 



I 



3b- 



Field: FUTYPE 

Point-and-chck to enter 
"Once". 'Weekly for 2 
Weeks". -Weekly for a 
month", or "Weekly - until 
Satisfied" into mis status 
field. 



FIG. 32 



He 



BNSDOCID: <WO 971231 1A2_I_> 



WO 97/12311 



PCT/US96/14673 



Complaint Form 
(Screen Layout Showing Field Labels and FieJd Names) 

PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 



Operator: : Operator | Date: I Date i Modified t ledate ! 



Cable & Wireless. Inc. 
Customer Complaint Form 



Caller Name: I Callname I Call Back Telephone Number: (1 ac ) * nxx 

3ft 



Status: ■ astat 



Title:, callnl 



Company Name: : Coname 



Dept. Receiving Complaint: Department Due Date: apdate Type of 



Complaint: : comptype 



stano 




Description of Complaint/inquiry: ' Ktssues .1 



Notification 



Resolution Assigned to: : Employee 



Resolution: i actem K* 



Follow 

Up: / 
I fudate I 



Comment 
s 



furype 



fucomments 



FIG*, 33 
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(Screen Layout as Shown in the Edit Mode) 

PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 
Cable & Wireless, Inc. 
Customer Complaint Form 

Callei Name. Call Back: Telephone Numberr » - - Status- * □ Open : 

i ~ 

i i ! Resolved ; 

| □ Closed j 

Title: 1 ! 

Company Name: 

Dept. Receiving Comolaimi Due Date: 10/19/95 Type of Complaint: 

; i Courtesy 

; Responsiveness ; 

: — Service Quality : 

• Billing inquiry 

: i Order Inquiry 

; ! : Internal 

; LJ Other 

Description of Complaint/inquiry: 
Notification 

Resolution Assigned to: 



Resolution: 



Follow 

09/28/95 



Comment 

s 



O Once 

O Weekly for 2 Weeks 
O Weekly for a Month 
vj Weekly - until Satisfied 



C opyright 199^ 1996- CmhU & 



5b 
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Fields Updated 
by the System 



Fields uodaied by 
the Ooerator 



<J0 



-7 4: 



si/ 



Field: AUTHOR 

Automatically populated by 
the system from the 
Username sjgn~in data. 



Field: DEPARTMENT 

Operator enters the Department Name from a pull- 
□own table seiectipn 



Field: TTTLE_1 

Data in the MGTLL Field 
copied into this Field. 



Field: MGTTL 

Operator enters the Meeting Title 
from a puil-oown tapie seteaion. 



37? 



S7S 



Field; EMPLOYEE 

Required Field. Ooerator enters (free 
form) tne names of the oeopte anendmg 
the meeting 



\ 



I 

T 



Field: KISSUES. M1SCEL. 
AITEMS. COMMENTS 

Ooerator writes free form 
text 




? 2- 



\ Fielos updated 
\ by both the 
System and 
the Operator 



v 




AS 



Form: MEETING 
ACTION ITEMS 

Meeting Minutes Farm 
bv the Operator pressing 
one of the Action item 
buttons on that form 



FIG. 35 
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Meeting Minutes rorm 
(Screen Layout Showing Raid Labels end N 



Dept.: ! Department 



Meeting Title: ! mgrtl f~ 



Author: i Autnor 



PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 



Key Issues: ■ Ktssues 



Attendees: ecnofovee 



CabJe & Wire4ess. Inc. 



si \ 



Trtle 1 



Meeting Date: . DATE 



General Business: 



miscel \^y^ 



Ne«V Action hems: tCJtcfc on Bunoni be«ow to f ew w or uod«t« Act ton nem Log; 



a items - 



Comments 



comments 



o 



Log Action Item Uobate/V iew Action items 



It is the responsibility of the user to ensure that they are using the latest version of 
this 

Document. 

© CopHM 19*4.19*6 C*oW A YJmw iw . inc. Al rtgtrts r — «r v » d . 
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Meeting Minutes Form 
(Screen layout as shown m the Edit mode ) 

PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 

Cabie & Wireless, Inc. 
Meeting Date: 



Key Issues: 
Attendees: 
General Business: 

New Action hems: (Click on Button* below to review or update Action hem Log) 

Comments: 



© Copyright 1SS4. 13*6 Cebie & Wh m l — . Inc. AJ riohte reearved. 
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Records 
Management 
Database 



After "Compose" is selected, a sub- 
menu with tailored selections appears. 
This flow chart looks only at one 
selection, the Generic Text Form 



Fields updated 
by the System 





Hidden Field: AUTHOR 

Automatically populated from 
the Username sign-in data. 


.... . 1 


r 




Field: DEPARTMENT.! 

Data in the 
DEPARTMENT field is 
system copied into this 
fietoY ^ 



- Data entry method • 



Fields updated 
by the 
Operator 



Fields updated 
by both the 
System and 
the Operator 





Field: DEPARTMENT 




Operator enters data from a 




pull-down table. 


1 


f 




Field: DATE 

Operator enters a current 
date. System modifies 
date and displays the 
prior month number (i.e., 
OB -) and the current year 
(i.e., 95). 



Fields: K1SSUES. 
CRITFAC. IMP, 
REVTRND, 
QAISSUES. 
RESOURCES. 
COMPLAINTS. 
MI.S^£fc,^dMMEr^fS 
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Monthly Reports Form 
(Screen layout showing Reld Labels and Raid Names) 
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Dept.: ; Department 



G m n mn c T«n with Grmphiem 



Author: ." Author j 



PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 

Cable & Wireless 
! Department 1 I 



Monthly Report 



For the Month of ! DATE : 



Key Issues: K is sues 



Critical Success Factors: 



! crrtfac i 



Process Improvements: 



Imp | 



Reverse Trends: 



Revtrnd ! 



Process Management Issues: 



Resources & Personnel: 



• Resources 



Customer Concerns & Inquiries (internal & External): 



complaints 



/7<Sr:6f 
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Monthly Reports f 



General Business: 



: miscel I 



Comments: 



comments . 



Update/View Action Items 

It is The responsibility of the user to ensure That They are using the latest version of 
this 

Document. 

© Copyright 19S4. 19S6 C*b*« & Wi dim , inc. AA rights rmrv«d. 
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Monthly Reports Form 
(Screen layout as shown m the Edit mode) 
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PRINTED DOCUMENTS ARE UNCONTROLLED COPIES 



Key Issues: 

Critical Success Factors: 
Process improvements: 
Reverse Trends: 
Process Management Issues: 

Resources & Personnel: 

Customer Concerns & Inquiries (Internal & External): 

General Business: 
Comments: 



CopTOfit 1994, 19S6 CmhU A Inc. Al righf t — rvd. 



Cable & Wireless 
Monthly Report 
For the Month of 08/95 
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- Return * 




Return to main 
desktop. 



Disoiay summary oata 
forms tn different 
arranaements 



Sub Men. 
Cnoices 
FIG 41 



FIG. 42 



t Eomnp lanes oiace in tne 
unioue Form associated wrtn 
tne record wnich is selected 
oy manipulating me current 
CW1 View Tne cutTeni view 
is tne one selected durmg 
tnis session or tne last one 
iused in tne orevious session. 



\ 



Sub Menu 
"Editing cnoices 



FIG. 41 



r 
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FIG. 42 
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X 

"Compose*" has one Form 




Problem 
FIG. 51 



FIG. 43 
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Button Name: 
"Conditional Save" 



Button Name: 
"Modify Planning 
Document" 



x 



Button Name: 
"Create Tasks" 



"Compose" or 
"Edr "Project 
Planning" Form 



Field: DEFT 

Enter Data Direct or 
Table 




o 



Field: PROJLEAD 

Enter Data Direct or 
Button 



Field: PROJTEAM 

Enter Data Direct or 
Button 



Button Name: 
"Review Tasks by 
Assignment" 



W 



Field: PROJAPP 

Enter Data Direct or 
Button 



Button Name: "Log Project 
Related Issue" 

Action: Opens the Problem 
Form in the Edit mode. 



a/ 



Field: PROJTTTLE 
Enter Data 



Field: TARGDATE 
Required Field 



rX- 



Field: 
PROJOWNER 

Required Field 



Field: 
PROJREV1EW 

Required Field 



Field: STEERCOM 
Required Field 



FIG. 44 



BNSDOCID: <WQ. 



.971231 1A2_I_> 



WO 97/12311 



PCT/US96/14673 



Project Planning Document 
(Screen layout showing Raid Names, Field Label Names & Button Names) 

° o 

Save Modify Planning Document 

Process Engineering 
Project Planning Document 
Strategy & Analysis 



Project Thie: \ projthle 

Select Project Owner 
Dept l <t/ *f$$ 



Target Date: ! targdate 



Owner: ; projowner 



Department: 



Select Steering Committee 
Select Project Team Leader 
Select Project Team 
Select Review Authority 



4 



Steering Committee: i steer com 



Team Leader: ; projiead ^ 



4 l 



Team: . pro jt earn 



.. V 

Review Authority: i projreview f- ' / 
Select Project Approval Authority Approval Authority: ; projapp S*:^ ^ 



ft- 



O 



o 



Create Tasks Review Tasks By Assignment Log Project Related Issue 
© Copy right 1994. 1995 Cable & Wireless, Inc. All rights reserved. 
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Button Name: 
"Generate 
Response" 

Edit Mode 



Field: 
ORIGINALSUBJECT 



Hidden 



•Compose" or 
"Edit"-Proiect 
Issue* Form 




2- 



Fields updated 
by the 
Operator 



Fields updated 
by the System 



Field: SUBJECT 
Data Entry 



^9 




Hidden Field: 
DISPLAYSUBJECT 

Copies "Subject" 
field 



Field: BODY 
Free Form 



Field: FROM 



Copies Usemame 



5 / 



Field: DATE 

Copies Creation 
Date 



FIG. 46 
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Project Issue Form 
(Screen layout showing Field Names. Field Label Names & Button Name) 

DisplaySubject 3/ 

K«y Thought: j Subject [ , 
Auttar: From U^/* ^ Dm: Tt^T^ 



Generate Response O 

© Copyright 1994. 1995 Cable & Wireless. Inc. All rights reserved. 
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"Compose" or 
"Edit" "Project 
Task" Form 



Note: The following specialty 
Buttons, which are contained 
on the Form, enhance 
maneuvering within the 
Project Tracking Database 



Field: DEFT 
Required Field. 



Button Name: "Save" Action: 
Form is saved if all conditional 
required fields are completed. 
Otherwise, an error message 

for the invalid field appears. 



Field: PROJTTTLE 

Enters Title from 
pull-down table 



Field: TREVAUTH 

Copies Use rN a me 
sign-in data. 



Button Name: "Edit 
Task Document" 



Fields: TASKSTART, 
TASKDATE 

Date Format 
Operator enters 
appropriate data in a date 
format. 



Y7£ 



Field: COMPTIME 
Required Field. 



Button Name: 
"Create New Task" 



Edit Mode 



Button: "Assign Task" 

Select one or more names, 
from a pull-down list. 



Button Name: "View 
Timeline" 



Button Name: "Log Task 
Related Issue" 

Opens the Problem Form in 
Edit Mode. 



Fields: EMPLOYEE. PTASK 

Enter Data 
Operator enters appropriate 
data directly into these fields. 



Y7<p 



Field: PSTAT 

Point and Click 
One of 5 pre-formatted 
radio buttons that in turn 
enter "Open". "Revision", 
"Closed". "Completed", or 
"Unassigned** 



FIG. 48 
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Project Task Form 

(Screen layout showing ReJd Names. Re4d Label Names & Button Names) 



Project Task 
Project Planning Document 
Strategy & Analysis 



y* 6 



Project: ! pro/title 



Task Start Date:; taskstart < Task Due Date: \ taskdate 



Assigned To: . employee 



Task: ; ptask \^2^^f 7 



Save £ 



Status: : pstat 



Button Zone 
Edit Task Documflnt^ 
Create New Taek — t*I 
View Timeline-* Lj q 2. 

AeaionTaat-Zy^ , 
Log Taek Relaxed U*ue-" 7 / 5 



Review Authority 

; trevauth j-^X' ' ' 



© Copyright 1994, 1995 Cable & Wireless, Inc. All rights reserved. 
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Project Task Form 
(Screen layout as shown in the Edrt mode) 



Project Task 
Project Planning Document 
Strategy & Analysis 

A 

Dept:Dat abase Administration Project: Ceiling Card ll/Personal Office Upgrades 
Task Start Date:09/18/95 Task Due Date: 
Assigned To: TBD 



Task: FRO: Plateform supports Cabling Card II. 

Save 


Status: 
I 0 Open 

! O Revision j 

i O Closed ! 

! : 
; 'w Completed | 

O Unassignad j 

- - - - i 


Button Zone 
Edit Task Document 
Create New Task 
V«aw Timeline 
Assign Task 
Log Task Related issue 


Review Authority 
Robert Downer/Cable & 
Wireless - USA 



© Copyright 1994. 1995 Cable & Wireless, Inc. All rights reserved. 
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FIG. 51 
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! DisplavSubject fy ' 

Key Thought: ! Subject £ ^ 



s 0 

Author: FromJ J D«te: 1 Pet* jT\ 



.V 



Body >^ ^ 



'4? 



Generate Response 

© Copyright 1994. 1995 Cable & Wireless, Inc. All rights reserved. 



Hidden ?ielC£ OnoinalSuoject 

^ 



/ 



/<5. 5-^2. 
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Process Improvement Database 
"View" selection 




Aft Process Imorovement 
Requests 



J \ 



Open Process Imorovemer.: 
\ Requests 



/ 



\ 



Requests 



FIG. 54 



Requests (By Assignment) 



97 



7fo 
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Process tmorovement Dataoase 
"Comoose" or "Edit" selection 



/ 



/ 



M 



-) G 



Process Improvement Request Form j 



Request ResDOnse Form 



FIG. 55 
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Button Name: "Save" 
Conditional save 



1/ 



Button Name: "Edit" 



Button Name: "Notification" 0 
Opens record and E -mails 



Button Name: "Assign for 
Research" 

Copies Employee from Dull- 
down table 



Button Name 
"Log Request 
Response" 

Displays Reaues: 
ResDonse forrr 



"Compost* or 
"Edit" -Process 

Improvement 
Request" Form 



Field updated 
by the System 



Field: PROCREQ 

Copies "improvement 
Reouest Entry" 



-3 * 



Field' TARGDATz | 
Cootes Current Date 



■32- 



Field: RESPOUE 

Copies Current Date oius 
thirty 



Ftetd: PRO J LEAD 

Copies UserName of tne 
oerson sioneo-tn to tne 
Svstern 



Field. EVALREO 

Coores tne words 
"Management 

Reouest 
Evaluation", a 
visual label 



6 ^ 




\ 



\ 



Field updated 
by the Operator 



,3? 



Fields: PROJTTTLE. 
PROJAPP 

Free form data 



Field: PSTAT 



Select Ooen or Closed 
buttons 



Field: PROJOWNER 
Required Field 



Fields PROJREWIEVw. 
PROJTEAM 

Reauired F«eld 



Field 
EMPLOYEE 



Free form data 



FIG. 56 
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Note: Tha idmomrac 



J on me 
mnemt 



Button Name 
"Generate Response" 

Action: Opens anotnp- 
Reouest Resoonse 
Form in Eon moo* 



\ 



•Compose* or "EoTT 
"Reouest 
Response" Form 



? 



/ 



Fteio uooatea 
t>y tne system 



A' 



j Fietd. DISPLAYSUBJECT 
Comes "Suoteci Fietf 



fie:r FROf.' 
userNamt 



Fteio uonates / 
oy tne Ooerator / 

/ 



Ftetti SUBJSC- 
Free ton-* 



F.e id: DATE 
Current Oate 



F«i= 

ORlGiNALSUBJEt" 

Hiooen f-it.z Coote: 
oats "Suoier. onr 
to current £c * 



6 ^ 



FIG. 57 
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£p \ fj**^ *^ Process k npr ov< ment Request ^/ 

Topic: projtitle ^ ^ Request Date: targdate Status: pstat 

Affected Organization (a): projowner , Resportae Due Date: : rcspdue ^ «-> 

Author: • projiead Review Authority: • pcojreview /^V*^ 
Explanation: profteam 'Xs* 

A response will be entered into the system within 30 days. 
t 0 

evakeq J // 

Assigned for Research: - employee - / ' 

y fiA 

Approval Authority: projapp -""^ A V y ^- 

X 

Aaaign tor Reaaarch | Review Requests &y Aaaignment], 1 Log Request R**ooo»«| 

© Copyright 1994. 1995 Cable & Wireless, Inc. All rights reserved. 
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Improvement Request Entry 



36^ 



Sevej EA Improvement Request) 



Topic 



6i* 

Process Improvement Request y 



Request Date: 10/10/95 09:26:22 PM Status: >_ Open 

^ Closed 



Affected Orgsnization(s) : 



Response Due Date: 11/09/95 082622 PM 



A response wilt be entered into the system within 30 days. 



Management Request evaluation 



Assigned for Research: 
Approval Authority: d/7 



Assign for Research | Review Requests By AMm'tpn unnf fljoQ Request Respo nse! 



©Copyright 1994, 1995 Cable & Wireless, tnc. AJ I rights reserved. 
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QjsptaySubfOCt i 

: 

Key Thought: Subject : 



Author: From ^ Dste: Date 



© Copyright 1994, 1995 Cable & Wireless. Inc. Ail rights reserved. 



hMden Fields: Oriqina (Subject 
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FIG. 61 
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FIG. 62 
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FIG. 63 
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"Compose* or "EdiT 
"AudT Forni 



(Contiftuctf front 
Figum 1B-B). 



form: Audit 

: The Moutn&af order of 
i after vus txjtnt fin no 
siaruficanca. Data may oe 



• Oats enov eno controls - 
Fieto and Button names em 



F*tos poeuatec / 
Dy oata contstnec 
n ouNWMffl taoies \ " 



Field. Omtiw setects oaia ) 
pun oown taaie Tne setecoon | 
mu heta wttn i 



F«tt DEPARTMENT 

Operator mav enter oa:a 
ui io cu y or from a ou»-- 

In* 

JOv 
s in a 

oaoanmam name at 1:5 



Ftetas ooouiatea 
\ Dv direct Ooerator 
\ entry 



rieias fheauireot APOATE. MGRNAM£ 
ASCOrS. A TYPE. AOTCO. DOCS. CMKLST. 
VERCA 

Goers tor enter? aooroDnate tree form osta 
ot/ecov mm tnese betas 




riera$. COMPOATE. MGRPhn 
EMPLOYEE. ADTPMN. OBS 
MNCS. M1NC5. ACOMMEKTS 
MCOMMENTS. FUAUOtT 

Ooerator enters aooroonaie ire* 
lorrn oata otreeuv tmo ines? 



FIG. 64 



boeeiarrv Burtons on me 

F orm ennence 
rnencuvennp wimm tne 
Process Auotorv; 



A/ 



bun 00 Name: "Emer a 



Acsoni Opens me * 
ReoorT* Form 



ooance 
touts 11 



on screen m me Eon mooei 



I Note Thrt ts aiso a moor 

' 'cmirr ot me Audit Document 



Burton Name "View 
NonComouanee usr* 
Action Ooeni me "Audit 
nesutts (Mem v*wr v*w 



1 button Name "Enter an O n s en — no r ' : 

Action Ooens tne 'Ooservsti o n 

I neoorr Forr^ touts it \ 

* on screen m me Eort mooe> j 

I Note. Tru* is a tso a re s Don s e Form, a t 
"rrwtrr ot me Auoa I 



bunon Name: 

Cneckiisr 
A ct to n ! Ooens 1 
Form touts 11 

on screen tn me Eon moos) 

Note- Tms is aiso a resoonse 

Form, a "ouio* ot me Awoji 



\ 
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Cable & Wireless 
Audit Planning & Control Document 



Audit Status: • astat 



Scheduled Audit 
Dote 

(MM-DD-YY) 



: aodate : 

Audit Complete 
Dote 

(MM-DD-YY) 

' compdote 



1 



/ 1 ^ 



Dept: ■ Deportment \~W 



Mgr: mgrname i^-fhone: i mgrphn 



Scope: en cope • Type: • etype 



Auditors: Employee 
> Phone 



edtphn Company:: eotco 



Enter the Number of 
Observations: oos 

Enter the Number of M< 
Noncompliances: Mnc 

Enter the number of Mir 



Noncomoiiances: mine 



Auditor s 
Comments : 



acommcnts 



Enter the Documents to 
Review: 



docs 



Enter the Checklists to 
generate: 

chklst 



i Emer the Corrective 
1 Actions to verify rrom 
I previous Audit: 



verca 



Manager's 
Comm« 



mcomments 



FoMowud Audrt Date to; 
this Audrt: 



iuaudn 



Button Zone: 
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Enter a Noncompliance View Non-Compliance List 
Enter an Observation 

Generate a Checklist 



© CopyricjHt 1SS4. 1SS6 (U6b & WMw, he. AJ righm f—rvd. 

It is the responsibility of the user to ensure that they are using the latest version of 
this 

document. 
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•CcmooM* or *€dtr 
"tntarrnaJ Auditor EfatybtVty* 
form 



I 



| Form: m carnal Auditor EHglbarty 

I No**: ThtMOMnfl«iofMfo1 
! boaa* aftar xr*» Docnt nas no 

aignmcanoa. Data may o* 
J anoarad in any ordor 



6^ 



F tetts uoditod oy Cfte 

Operator crtacfcjng 
s occoon aoics using 
niouM potmar 



/ 



7 63° 




F*e*d: ISOTRN \ 

i 

Operator enacts any combination, or \ 
at), of tnrve boaes laocaed: "ISO \ 
Awtfweu Seminar", "metmtl * 
^ Auditing for an ISO ©000 System*. tSO \ 
> Lead AMMMr Claaa/Exam~. 



• Data entry and controls - 
FWo and Bcraon nemos and 



\ F4nos uooetad from / 
a pu i loown tac*e or / 



\i puU-oo* 
by tha I 



I 



/ 4>' 

ft 



Fiatt: DEPARTMENT 

Ooantor may antar data diracoy or 
• from«DuiMKwntitMM«*sooa Tna 

oio*e may oa ajttaraad by me 
i o para tor ryptng n a oaoartmam name 
at i 



?<~C: COUNTRY 



Y 



F*e*ds uodaitad from / 
direct Operator 
data errcry 



Fte4d:tA£XT 

Reomred f *e*d. Operator must 
encar ote ononc numott of tne 
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